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The study investigated the factors influencing effective democratisation of public 
service delivery in South Africa. The key variables influencing democratisation of 
public service delivery were examined in terms of a certain set of good governance 
principles and their role in enabling the South African government to achieve effective 
democratisation of public service delivery.  
 
The study was exploratory in nature, and as a result adopted a purely qualitative 
research approach. The methodology constituted a desktop analysis of relevant 
literature and official documents to conceptualise and contextualise the area of 
investigation. The methodological approach incorporated specific dimensions of the 
unobtrusive research approach, such as conceptual and document analyses. 
 
The study found that efforts of the South African government to comply with the 
constitutional mandates and other underpinning laws guiding democratisation of public 
service delivery has been unsuccessful and exposed citizens to extreme poverty and 
inequality, particularly rural communities. The study also found that the lack of public 
participation and accountability has fuelled corruption, maladministration, and 
negative public perception. Another critical factor in terms of democratisation of public 
service delivery is the ineffectiveness of chapter nine institutions (Public Protector and 
South Africa Human Rights Commission) to hold non-compliant public officials and 
corrupt politicians accountable. This has limited government capacity in dealing with 
corruption and maladministration in the public sector. 
 
This research recommends that the government must strengthen its institutional 
capacity by consulting citizens during the policy formulation process. This will enable 
the government to understand what citizens need and how they would prefer to be 
served. Furthermore, there is a need for the government to enforce compliance by 
strengthening the capacity of chapter nine institutions. The study further recommends 
that the government depart from appointing politicians to administrative posts with 
limited knowledge of the public sector. Instead, qualified public officials, who 
understand the strategic direction of their respective organisations as well as the policy 
iii | P a g e  
 
formulation and implementation process guiding democratisation of public service 
delivery, should be appointed in leadership positions. 
 
Key words: Democratisation, public service, effectiveness, efficiency, public 
participation, accountability, Constitution of South Africa, 1996.  
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                                                     CHAPTER ONE 




The purpose of this minor-dissertation is to evaluate factors influencing the 
effectiveness of democratisation of public service delivery in South Africa. Chapter one 
covers the background, rationale, problem statement as well as the research questions 
and objectives. This chapter also presents an overview of the methodological 
dimensions used in data generation, presentation, and analysis. It highlights the 
research approach, research design, and data-collection methods, data-analysis 
techniques, and how validity and reliability were upheld. It further presents ethical 
considerations which guided the researcher in the research effort.  
 
1.2 Background, rationale, and problem statement  
 
Mill (1903) defined democracy as a process in which a whole people or some 
numerous portions of them exercise governing power through representatives elected 
by themselves. According to Ober (2004:11), democracy originated in Greece in 510 
BC. “The word democracy is derived from two Greek words, democratia and Kratia, 
and means ‘rule by the people” (Uwizeyimana, 2013:33). In summary, the concept and 
practice of “Democracy” comes from and is a composite of the two Greek words 
“Demos = the people” and “Kratien = to rule” (Beyene, 2015:07). Simply put, 
“Demos Kratien” means “Government of the people, for the people, by the people” 
(Uwizeyimana, 2012:139). There may be different varieties, but a democratic 
government is one which is based on “popular sovereignty, political equality, popular 
consultation and majority government” (Cavallero, 2003:05). “Therefore, Democracy 
is a political system in which decision-making power is widely shared among members 
of society” (Yack, 2001:03). 
 
Sen (1999:15) argues that democracy can be interpreted differently depending on the 
societal environmental background of a particular society. However, “the common 
denominator among many democratic systems is that many people in these societies 
believe, feel, and understand and are willing to hold their leaders to these universal 
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values and to act accordingly when these values are not upheld” (Locke, 1690). “Given 
the fact that a leader, and in this case a democratic leader, “is a person who acts in 
the best interest of others and that leaders always achieve the public interest through 
followers”, it can be argued that “a good public leader is also inclusive - in all he/she 
does” (Cappo, 2002:11). For example, “in Western literature, democracy is understood 
as a system in which individuals recognise themselves with values, norms, worldviews 
and morals of the dominant culture of the society” (Torres, 1998:08). While Bradley 
(2005:12) argues that in the African context, democracy is understood in a person’s 
identity and African people’s identity is primarily reflected in a person’s ethnicity, 
religion and communal adaptations as well as traditions. 
 
A logical analysis of Bradley’s (2005:12) statement suggests that democracy in the 
African context is also primarily reflected in a person’s ethnicity, religion and communal 
adaptations as well as traditions (see also Uwizeyimana, 2012). However, without 
discounting the views of the authors cited above, it is important to note that Rustov 
(1970:3) cautioned that true democracy can be achieved by people who are willing to 
adopt common national identity. “Democracy has been adopted across the world and 
embraced as the solution to global social crises such as wars, that have led to poverty 
and poor economic growth” (Uwizeyimana, 2012). According to Rustov (1970:3), world 
leaders such as former British Prime Minister Winston Churchill have influenced 
countries across the globe to adopt democracy as a universal principle.  
 
“Although most influential countries such as the US, Russia, and the UK believed in 
different ideological perspective after WWII (1930-1945), the formation of the United 
Nations (League of Nations) in 1945 has contributed significantly to promote state 
relations and uniformity with regards to governance systems” (Rudzinski 1951). 
Kerwin (1983:4) argues that the establishment of the League of Nations in 1945 has 
minimised differences that could have led countries to endless wars and destruction 
of lives of many societies, but that the relatively peaceful period after WWII was 
possible because nation states embraced the idea of common identity and adopted 
international law as global ethical guideline to shape democracy. Linder and Bächtiger 
(2005:3) point out that the rising of democracy, which followed WWII, has influenced 
the establishment of democratisation of public service across the world in the early 
1970s.  
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Linder and Bächtiger (2005:3) argue that two European countries, Spain, and 
Portugal, have been regarded as the founders of the concept of democratisation of 
public service before it was adopted in other developing countries globally. According 
to Huntington (1991:5), the significance of democratisation of public service depended 
most on establishing democratic values such as the rule of law, public participation, 
and accountability. Rakner et al. (2008:12) agreed with Huntington’s (1991:5) view 
suggesting that democratisation of public service is the ideal strategy to consolidate 
democratic principles for the benefit of the majority.  
 
A close analysis of both the views of Rakner et al. (2008:12) and Huntington (1991:5) 
suggests that the democratisation of any society is not complete until public service 
delivery in that society is also democratised. Osborne and Gaebler (1992:3) suggest 
that democratisation of public services is guided by a variety of theoretical approaches 
adopted from public administration discipline, namely managerial, political, legal, new 
public management and governance. “The two authors suggest that these theoretical 
approaches are interrelated and complement one another, and also can serve as the 
conceptual framework and became an analytical checklist to transform the actions of 
the government” (Osborne and Gaebler, 1992:3). 
 
For example, according to Uwizeyimana (2009), managerialism, an element of the 
New Public Management (NPM), which suggests the use of public management 
principles in the public sector, can be used to promote social progress through 
economically defined productivity levels. “This can be done by applying technologies, 
appointing a disciplined labour force, measuring performance improvements and the 
ability to apply managerial discretions in the public service delivery processes” 
(Denhardt, 2008:139). The long and comprehensive definition of the concept 
democratisation of public service delivery was provided by de Walle (2003:14), who 
argues that: 
“democratisation of public service delivery is shaped by the following 
characteristics, namely the recipients of services must be seen as the service 
provider’s first priority; the implementation of measures to ensure that people’s 
needs and values are recognised in the decision-making process; dedicated 
commitment by public servants to work diligently; innovation by public servants; 
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rewarding public servants for innovations in order to promote efficient and 
effective public service; good relations between the public service and the 
community as clients of public institutions; and adopting a service oriented 
culture”. 
 
There seems to be consensus between de Walle (2003:14) and Ford and Suzzman 
(1997:273-275) that the concept public service delivery refers to the set of activities 
that take place to perform a service guided by policies aimed at development. If one 
takes into account the above definitions, it can be argued that “the concept 
“democratisation of public service delivery” in South Africa means a process in which 
a democratic government, using democratic means provides democratically agreed 
and constitutionally mandated basic services, such as water, security, education, 
housing, and health etc., in order to achieve the maximum and sustainable satisfaction 
of the South African citizens” (Uwizeyimana, 2015). “In a democratic society such as 
South Africa, the concept of democratisation of public service delivery implies that the 
provision of public services should be rendered with, and in consultation with, the 
people, for the people” (i.e. the beneficiaries cum-voters) (Constitution of the Republic 
South Africa, 1996).  
 
“You need a democratic government (i.e. a government by the people, for the people) 
to achieve the democratisation of basic public service delivery” (Uwizeyimana 2012). 
Benington (2007:8) states that the majority of contemporary democratic governments, 
especially in developing countries such South Africa, Egypt and Nigeria, have the 
responsibility to reform their public services (through the executive branch) into a more 
client centred approach that involves citizens’ involvement in policy formulation and 
implementation. In order to achieve the effectiveness and efficiency of democratisation 
of public service delivery in South Africa, Dobuzinskis (1997:300-302) suggests that 
the focus should be on innovative leadership and cooperation among employees.  
 
Denhardt (2008:102-103) supported this view emphasising that democratisation public 
service delivery should extend its boundaries to a level in which public officials at the 
different spheres and levels of government are not only responsible for policy 
implementation in the different social, political and economic sectors of their societies, 
but also for policy formulation. “Doing so would strengthen the argument for the need 
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for public officials to be held accountable for failure to perform their mandate in terms 
of the constitution” (Kakumba and Fourie, 2007:13). 
 
In terms of the Constitution of South Africa, 1996, the execution of public service 
delivery must be guided by variables such as good governance (more details in section 
2.4.1), Batho Pele principles (more details in section 2.4.2), ethics in democratised 
public services (more details in section 2.4.3) and professionalism (more details in 
section 2.4.4). “These variables are essential in strengthening the capacity of 
government to provide efficient and effective democratised public service” (Agere, 
2000:11). However, “these variables may also serve as a regulatory framework 
guiding the process of democratised public service. For example, Batho Pele 
principles were established in 1994 with an aim to improve the performance of public 
service by prioritising people interest” (Uwizeyimana 2012). The significance of these 
variables will be described in separate sections in the next section of this study (section 
2). However, because this research is about the factors that influence the 
effectiveness and efficiency in the democratisation of public service delivery in South 
Africa, the two central concepts (i.e. efficiency and effectiveness) are briefly explained 
here. 
 
1.2.1  Efficiency and effectiveness in democratised public service delivery in 
South Africa 
 
“The concepts efficiency and effectiveness are emphasised in the Constitution of the 
Republic of South Africa (1996). In fact, efficiency in relation to public services and 
public funds management appears three times, effectiveness 6 times, relative 
concepts such as effective 22 times, effectively 7 times, efficiency 3 times and its 
derivative efficient 4 times in the Constitution of the Republic of South Africa (1996). 
Efficiency, which can be described as the extent to which inputs are optimally used to 
produce results” (Uwizeyimana, 2020b), is therefore a constitutional requirement in as 
much as the South African Constitution and its status as the supreme law of the land 
is concerned. “This implies that efficiency is about the attainment of an objective or 
goal where inputs justify the benefits of what has been achieved. It can be argued that 
efficiency means performing functions in the right way” (Ayodele et al., 2007:13). 
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“Effectiveness refers to the extent to which inputs accomplish outcomes or 
achievement of maximum outcomes by selecting optimal mixes of inputs” (Visser and 
Erasmus, 2002:368). This view has been supported by Cloete (1998:110), arguing 
that the effectiveness can be simply measured by the extent of need satisfaction, and 
such needs should be in line with the original programme of action. “In order to achieve 
effectiveness and efficiency in democratisation of public service, the government 
should ensure that every citizen’s needs are satisfied. This may include equal 
representation through public participation in government activities, for example, 
engaging non-governmental organisations and community-based organisation for 
localisation of public service delivery” (Pieterse, 1997:12). 
 
In view of the above, it can be argued “that effective and efficient democratisation of 
public service delivery is about making decisions and performs actions in line with the 
South African Constitution (1996). The provision of such services must be accessible 
and transparent to citizens in order to meet objectives of the developmental state” 
(Akinboade et al., 2013:18), which South Africa aspires to be, as will be shown in 
section 2.3 of chapter three where the idea of a developmental state in 
democratisation of public service delivery in South Africa will be discussed. In fact, the 
Constitution of South Africa (1996) provides that any individual who feels that either 
their rights have been violated or they have been discriminated against by the way 
democratised public service delivery is rendered, has the right to take such service 
providers to a relevant chapter 9 institution, for example the public protector. 
Therefore, “failure to democratise service delivery at all government spheres in South 
Africa and failure of public goods and service providers to do so effectively and 
efficiently is a violation of the constitutional rights of South African citizens” 
(Constitution of South Africa, 1996). 
  
“The executive authority is responsible for the public service delivery process through 
the implementation of public policy in providing basic services such as water, health, 
education and security” (Constitution of South Africa,1996).  Robson (2006:04) 
understands that the executive authority should conduct oversight on public policy 
execution through ministers (monitor compliance) in respective government 
institutions from national, provincial, and local government levels. More specifically, 
provincial government spheres are mandated to develop democratic mechanisms 
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through their legislatures to execute public policies in partnership with municipalities. 
The importance of the role played by the municipalities in the democratisation of public 
service delivery is further discussed in Section 3.5.7 of chapter three which deals with 
the statutory, regulatory and policy frameworks of democratisation in South Africa 
public service delivery context in this dissertation. 
 
1.2.1.1 Important factors to achieve effectiveness and efficient democratisation 
of public services delivery in South Africa 
  
In terms of the Constitution of South Africa (1996), democratisation of public service 
in South Africa requires government to apply deliberate and purposeful measures in 
order to address socio-economic challenges such as poverty, inequality, and 
unemployment. The factors that are necessary for the government to achieve 
effectiveness and efficient democratisation of public services delivery in South Africa 
include the following: 
 
Policies are aimed at guiding the public service delivery process for the benefit of the 
citizens. According to Khosa and Muthien (1999:23), “the Reconstruction and 
Development Programme (RDP) was introduced in 1994 as the first government policy 
to address inequality that existed for decades during apartheid regime. Although the 
RDP was abolished in 1996 (during former President Nelson Mandela’s presidency 
from 1994-1999), other policies such as Growth Employment and Redistribution 
(GEAR) (1996-1999), Accelerated and Shared Growth Initiative of South Africa 
(ASGISA) (during former President Thabo Mbeki’s presidency from 1999-2008), New 
Growth Path (NGP) during former President Jacob Zuma’s presidency (2008-2018), 
have been implemented. The National Development Plan (NDP-2030) which was 
adopted in 2011/12 has been introduced as an alternative policy to achieve 
democratisation of public service delivery in South Africa” (Khosa and Muthien 
1999:23). In all cases it was said that “the execution of these government policies and 
legislations was aimed at benefiting the South African citizens through democratised 
public service delivery” (more details in section 4.3.1) (RDP 1994:13).  
 
Public administration principles are vital aspects for the democratisation of public 
service because they “enhance government capacity to achieve the objectives of 
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democratised public service delivery” (Agere, 2000:02). However, “for the government 
to achieve those objectives, it will depend on the efficiency and effectiveness of 
political institutions such as Parliament, unions, courts and legislatures that make the 
rule of law effective, assure human rights, and ensure the appointment of legitimate 
government administration” (more details in 4.3.2) (Uwizeyimana, 2012).  
 
Service delivery improvement is an “important aspect for the democratisation of 
public service delivery because it is guided by the White Paper on Transforming Public 
Service Delivery which was published in the Government Gazette on 1 October 1997. 
Its purpose to provide guidelines in terms of which public service delivery should be 
improved” (White Paper on Transforming Public Service Delivery 1997). Ncholo 
(2000:06) argued that South African public service delivery was slowly improving and 
it had to be accelerated since communities were losing patience with their local 
government and engaged in public protest as a result (more details in 4.3.3). 
 
Performance improvement of the institutions and personnel is “an important 
aspect for the democratisation of public service delivery in the context of 
democratisation of public service delivery because it implies that services must be of 
acceptable quality that is equitable and accessible to everyone” (Van Tiem, Moseley, 
Dessinger, 2012:18). However, Crous (2020:09) understands that to enhance desired 
performance from service providers, it will require government to enforce measures 
through which the performance institutions and their personnel can be improved, for 
example, measuring performance through the efficiency and effectiveness level of the 
prescribed targets set out in the annual performance plan. 
  
Facilitating performance management is “an important aspect for the 
democratisation of public service delivery because it means having a direct 
relationship with the improvement of institutions and their human resource 
performance” (Uwizeyimana 2012). Van Dijk,  and Thornhill (2003:07) point out that 
institutions and personnel depend largely on how well the public officials in managerial 
posts manage institutions’ performance. Saunila and Ukko (2013:11) argue that the 
facilitation of performance management is essential to strengthen democratisation of 
public service delivery in South Africa, for example, performance monitoring and 
evaluation. In line of the above Fourie and Poggenpoel (2017:14) argue that it is 
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required in South African public institutions to measure the capacity of managers with 
regard to facilitation of performance improvement (more details in 4.3.4).  
 
Citizens’ involvement is “an important aspect for the democratisation of public 
service delivery because it aims to improve the relationship between the government 
and the citizens” (APRM: 2014:19). The level of citizens’ involvement is indicative of 
constitutional democratisation of public service delivery. Mawhood (1993:66) points 
out that the distance between the government and the citizens may compromise 
effectiveness of democratisation of the public service. “Citizen involvement can be 
engaged from the local government sphere where communities will give their inputs 
to the local government authority with regards to what services they need” (more 
details in 4.3.5) (Hilliard and Kemp, 1999:1).  
 
1.2.2  Rationale for this study 
 
It has been stated in the introduction of this chapter that the purpose of this study is to 
evaluate factors influencing effectiveness of democratisation of public service delivery 
in South Africa. The background provided above has highlighted the importance and 
the different characteristics of what it means to achieve effectiveness in 
democratisation of public service delivery. However, while the concepts associated 
with democracy and public service delivery have been sufficiently covered in literature, 
there is still a dearth of knowledge about what democratisation of public service 
delivery actually entails. How it can be achieved, by whom and when it is needed by 
whom and why. More importantly, the concept of democratisation of public service 
delivery seem to have received little to no attention in the South African context.  
 
Furthermore, it is often assumed that a democratic state (which South Africa is in terms 
of the South African Constitution, 1996), automatically translates into democratisation 
of public service delivery. This study is important because it will provide an 
understanding of the broader context of the efficiency and effectiveness of 
democratisation of public service delivery in South Africa. The study will also assist in 
explaining the theoretical approaches and variables involved in the democratisation of 
public service in order to achieve better democratisation of service delivery in South 
Africa. More importantly, it will discuss deliberate actions required by the government 
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to execute effective and efficient democratisation of public service delivery in order to 
meet the objectives of the developmental state. The challenges affecting effectiveness 
and efficiency of service delivery will be identified and evaluated by way of proposing 
alternative solutions. 
 
In a light of the above stated background and rationale of this study, the research 
question guiding this study will therefore be “What are the challenges affecting 
effective and efficient implementation of democratisation of public service 
delivery in South Africa? 
 
1.3 Research questions 
 
The study asked the following secondary research questions in order to find possible 
answers: 
 What does the concept of democratisation entail? 
 What does the concept of public service delivery entail? 
 What are the theoretical approaches to democratisation?  
 What are the statutory, regulatory and policy frameworks for 
democratisation in the South African public sector context? 
 What are the challenges that affect democratisation for improved service 
delivery in the South African public sector context? 
 What are the possible recommendations for the South African government 
to successfully implement democratisation for improved public service 
delivery? 
 
1.4 Research objectives  
 
In order to accomplish the purpose of this study, the main objectives of the study 
served specific aims, namely:    
 To conceptualise democratisation, and to discuss the theoretical 
approaches to democratisation. 
 To describe the statutory, regulatory, and policy frameworks of 
democratisation in the South African public sector context. 
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 To conceptualise and contextualise an explanation of democratisation in the 
South African governance system. 
  To identify the challenges that affect democratisation for improved service 
delivery in the South African public sector context.  
 To provide possible recommendations for the South African government for 
the effective implementation of improved democratised public service 
delivery. 
In order to achieve the stated objectives, an appropriate research design and 
methodology was utilised, which are discussed in the following section. 
 
1.5     Research methodology  
 
This section incorporates the scientific reasoning behind choosing an appropriate 
research design and methodology. 
 
1.5.1 Research methodology and methods 
 
Grinnell's (1993a:4) understands research methodology as a process of scientific 
inquiry about a social reality. While Mouton (2001:55) described research design as a 
plan or blueprint that the researcher will use in conducting research. The nature of 
research, the unit of analysis, the data sources, and the theoretical field for a specific 
research project are instrumental in selecting the appropriate research method 
(Brynard and Hanekom 1997 in Nhlapo 2019:21). Based on the methodology and 
research design, a researcher is able to identify appropriate methods (qualitative, 
quantitative, or mixed method) to conduct a study. These methods assist researchers 
in finding answers to guiding research questions and achieving research objectives.  
 
1.5.2  Qualitative research  
 
The methodology utilised in this study is qualitative in nature. Qualitative research is 
a process in which information is collected by means of interviews and these need to 
be planned and conducted in a way that encourages the research subject. 
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Strydom (1997:132) understands that qualitative research allows the researcher 
flexibility in deciding specific data collection and analysis techniques to apply. 
This study primarily employed the qualitative research strategy. The qualitative 
research approach is significant for this study as “it allows the researcher to answer 
different types of questions in a whole new way.” (Salkind 2012:81)  
The qualitative research approach of this study utilised the triangulation of data 
(concept analysis, document analysis, and unobtrusive research) to strengthen validity 
and reliability in the research process.  
 
1.5.3  Inductive and deductive research  
 
Researchers also consider inductive and deductive reasoning in their studies. “The 
inductive approach is concerned with the generation of new theory emerging from the 
data. The aim is to generate a new theory based on the data.” (Gabriel, 2013:23) 
The deductive approach is defined as “developing a test by confronting it with 
observations that either lead to a confirmation or a rejection of the hypothesis (Babbie, 
2010). “The research is deductive because it is aimed at analysing the general theories 
with regard to democratisation to construct a more specific meaning that supports 
government public service delivery programme. The research design reflects the 
purpose of the inquiry, which can be characterised as exploration, description, and 
explanation, and hence aims to achieve the study’s objectives, such as exploratory, 
descriptive, and/or explanatory research.” (Bangani, 2019:23) 
 
“Exploratory research attempts to formulate a problem to explore the facts for 
investigation that is more precise or useful for developing hypothesis. It helps in 
clarifying concepts and establishing priorities for further research.” (Dhawan 2015:17) 
Exploratory research for the purpose of this study is intended as an exploratory 
investigation into the implementation of democratisation in the South African 
government to ensure that the impact of democratisation is achieved. The method 
used in exploratory research is the use of secondary research (available and published 
research data). 
One of the major a purposes of social science research, as cited by Nhlapo (2019:28), 
is “to describe situations and events.” This type of research describes aspects that 
answer the questions of who, what, when, where and how? Descriptive research is 
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therefore built upon descriptive questions such as “what are the factors contributing to 
ineffective public service delivery in government?” (Bangani 2019:56) Explanatory 
research “aims to explain causal relationships. These studies attempt to provide 
answers to ‘why’ and ‘how’ questions. The purpose of these studies could be to 
generate hypotheses, as well as to test and validate theories.” (Mouton, 1996, and 
Babbie, 1992, cited in Greÿling, 2014:30; also refer Nhlapo, 2019: 29). This study is 
an exploratory investigation into the implementation of democratisation in the South 
African government, asking descriptive questions such as “What does the concept of 
democratisation entail?” 
 
1.5.4 Unit of analysis  
 
Units of analysis are the objects of study within a research project. The most common 
units of analysis are individuals, groups, social interactions, organizations and 
institutions, and social and cultural artefacts (Cole, 2017 in Ncamphalala, 2019:16). In 
this study, the unit of analysis is “democratisation in the South African government 
context”. 
 
1.5.5 Validity and reliability 
 
“Validity concerns what an instrument measure, and how well it does so. While 
reliability concerns the faith that one can have in the data obtained from the use of an 
instrument, that is, the degree to which any measuring tool controls for random error.” 
(Haradhan, 2017:1) Validity is important to social research because it can help 
researchers determine which methods to use that not only meet the criteria of research 
ethics but can also measure the idea, concept, theory, or construct under examination, 
interrogation, review, or in question; hence seeking answers. “Stability is an aspect of 
reliability and many researchers report that a highly reliable test indicates that the test 
is stable over time” (Spencer et al., 2003:02). The researcher utilised varied sources 
of information through a comprehensive literature and documentary review of 
published research articles, research-based master’s dissertations and doctoral 
theses, official reports of the South African government, and reports and published 
documents of the public service commission and national planning commission. The 
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reason for obtaining information from these documents was to ensure that the 
information was gathered from reliable and valid sources.  
 
1.6 Data-collection techniques 
 
The following research techniques were utilised in this study. 
 
1.6.1  Literature review 
 
“Wolverhampton University (2018) described literature review as the comprehensive 
review of the literature available for any given research question. De Vos (2002:33) 
understands that literature review can build on the work that has already been done in 
a particular problem area. Another reason to review the literature early is that it is a 
prime source for selecting a research question. 
The following secondary sources were consulted for this research: 
 Relevant published textbooks on democratisation, and public service 
delivery standards of government; unpublished dissertations and theses on 
democratisation in the South African context; 
 Articles from scientific journals, reference works, as well as newspaper and 
magazine reports; 
 Internet sources; 
 Unpublished lectures, documented interviews and speeches, periodic 
reports, and documented cases; 
 National and international conference papers and workshop reports; and 
 Training manuals.  
A comprehensive literature study on democratisation, and challenges affecting public 
service delivery in the South African governance form part of chapters two and four of 
this mini-dissertation. 
  
1.6.2  Documentary review 
 
Document review is a way of collecting data by reviewing existing documents. 
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The following are some of the various documents that were consulted to gain 
information regarding the democratisation and related aspects for this study: 
 Statutory, regulatory, and policy frameworks that demand democratisation in 
the South African governance system. 
 
Document analysis is a systematic procedure for reviewing or evaluating documents 
both printed and electronic (computer-based and Internet-transmitted) material 
(Corbin & Strauss, 2008 and Rapley, 2007). “Like other analytical methods in 
qualitative research, document analysis requires that data be examined and 
interpreted in order to elicit meaning, gain understanding, and develop empirical 
knowledge.” (Corbin & Strauss, 2008:34) 
Information from official documents on democratisation and South African public 
service commission on Governance, the Government Gazette, and national 
development plan 2030 were compiled, and form part of chapters three and four. 
 
1.7 Unobtrusive research techniques  
 
Unobtrusive measures are “designed to minimise a major problem in social research, 
which is how a subject's awareness of the research project affects behaviour and 
distorts research” (Crossman 2013). The methodology of this study, as adapted by 
Maseko and Vyas-Doorgapersad (2018:170), was therefore based on the triangulation 
of several unobtrusive research techniques and entailed a desktop analysis of 
literature and official documents to conceptualise and contextualise the area of 
investigation.  
The data-collection sources for the desktop analysis included global authoritative 
books, articles, and regulatory, policy, and strategy documents. The methodological 
approach included specific dimensions of unobtrusive research techniques such as, 
for example, concept and document analyses. 
 
1.8 Research ethics 
 
This study conformed to the academic research ethics of integrity and honesty and 
adhered to the non-plagiarism rules of the University of Johannesburg. A Research 
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Ethics Committee Clearance Certificate was obtained from the Research Ethics 
Committee of the College of Business and Economics at the University of 
Johannesburg. The ethical principles were highly regarded by the researcher. The 
study utilised documents that are available in the public domain.  
 
1.9 Clarification of key terms and concepts 
 
A number of concepts will be defined as and when they are used in the different parts 
of this dissertation. Therefore, this section explores the few selected key concepts that 
are mostly utilised and mostly repeated in the different parts of this dissertation. 
 
1.9.1  Democratisation 
 
Democratisation is a process “where various political, social and cultural groups and 
practices play a role in defining the limits of public authorities, and broadening public 
participation in the processes of policy formulation and policy implementation, 
therefore protecting citizens’ rights and liberties” (Saikal n.d.: 3). 
 
1.9.2 Public   Service delivery 
 
Service delivery refers “to the set of activities that take place to perform a service 
guided by policies aimed at development” (Ford and Suzzman, 1997:273-275 in 
Crous, (2002). 
 
1.9.3 Good governance 
 
Good governance is to entail “the existence of efficient and accountable institutions 
including political, judicial, administrative, economic, corporate and entrenched rules 
that promote development, human rights, respect the rule of law and ensure that 
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1.9.4 National Development Plan 2030 
 
Refers to a concept that recognises the need for a capable and developmental state, 
a thriving business sector and strong civil society institutions with shared and 
complementary responsibilities (DHET, 2019:08). 
 
1.9.5 Medium Term Strategic Framework 
 
Refers to the initiative that highlights Government’s support for a competitive 
economy, creation of decent work opportunities and encouragement of investment 
(DHET, 2019:04).  
 
1.10  Outline of the dissertation 
 
This study comprises the following chapters: 
 
Chapter One: This chapter provides a general conceptualisation of the scientific and 
methodological orientation of the research. The chapter highlights the background, 
rationale, problem statement, research question, and the research objectives the study 
aims to achieve. Chapter one furthermore provides the guidelines regarding the 
collection of data through an elaborative explanation of the research methodology. 
The research methodology (scientific and methodological approaches, key research-
related concepts, and research techniques), data-collection techniques, and 
definitions of key concepts are also addressed. 
 
Chapter Two: Chapter two conceptualises democratisation in general. This chapter 
explains the relevance of democratisation and theoretical approaches to 
democratisation. 
 
Chapter Three: This chapter conceptualises the statutory, regulatory, and policy 
frameworks of democratisation in the South African public service delivery context.  
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Chapter Four: This chapter provides the conceptual and contextual explanation of 
democratisation in the South African governance system. The chapter also discusses 
the factors that influence democratisation in the South African government. 
 
Chapter Five: This final chapter provides a synthesis of the research objectives and 




Chapter one discussed the background of the study and provided a guideline 
regarding the structuring of subsequent chapters. This chapter highlighted the main 
guiding research question, the research questions, and the research objectives that 
guided the research process. The research methodology and research design 
assisted the researcher to identify appropriate methods (qualitative, quantitative, or 
mixed method) to conduct the study. These methods also assisted the researcher to 
find answers to the main guiding research question, and therefore to achieve the 
research objectives. The methodology utilised in this study was qualitative in nature.  
The aspects of research methodology were also explained; highlighting the use of the 
secondary sources of information in the form of literature and documentary reviews. 
The methodology was therefore based on triangulation of several unobtrusive 
research techniques and entailed a desktop analysis of literature and official 
documents to conceptualise and contextualise the area of investigation. The data-
collection sources for the desktop analysis included books, articles, and regulatory, 
policy and strategy documents. The methodological approach included specific 
dimensions of unobtrusive research techniques, such as concept and document 
analyses. The aspect of research ethics to maintain the integrity of the research 
process was also discussed. In conclusion, this chapter is relevant to the study as it 
highlighted the main problem that led to the research.  




CONMMCEPTUALISATION OF DEMOCRATISATION AND THEORETICAL 
APPROACHES IN DEMOCRATISATION OF PUBLIC SERVICE 




The purpose of this chapter is to investigate the significance of democratisation of 
public service delivery in South Africa. This chapter provides a detail analysis of 
democratisation of public service delivery. The analysis covers the theoretical 
approaches influencing democratisation of the public service in South Africa. The 
chapter also presents an overview of an idea of a developmental state. It highlights the 
variables influencing democratisation of public service.  
 
2.1.1    Concept of democratisation in South Africa public service delivery system 
 
The long and comprehensive definition of the concept democratisation of public 
service delivery was provided by Dde Walle (2003:14), who argues that: 
“…democratisation of public service delivery is shaped by the following 
characteristics, namely the recipients of services must be seen as the service 
provider’s first priority; the implementation of measures to ensure that people’s 
needs and values are recognised in the decision-making process; dedicated 
commitment by public servants to work diligently; innovation by public servants; 
rewarding public servants for innovations in order to promote efficient and 
effective public service; good relations between the public service and the 
community as clients of public institutions; and adopting a service oriented 
culture”. 
2.2 Theoretical approaches in the democratisation of public service delivery 
in South Africa 
 
Rosenbloom and Kvavchuk (2005:05) point out that there are main theoretical 
approaches influencing government decisions on democratisation of public service, 
namely managerial approach; political approach, legal approach, New Public 
20 | P a g e  
 
Management and Governance. Dunleavy and Hood (1994:16) advised that although 
these approaches can be interpreted differently, they all relate to specific public 
management functions and service delivery. Below is a brief discussion of these 
approaches. The following sections of this chapter elaborate on some of these main 
theoretical approaches influencing government’s decisions on democratisation of 
public service found in literature. 
 
2.2.1 New Public Management (NPM) approach in the democratisation of public 
service delivery in South Africa 
 
According to Pollit (2003:82), New Public Management was established in Britain in 
the early 1980s by Mrs Margaret Thatcher in an attempt to reduce public expenditure 
through macroeconomic policy. Various scholars have described this approach in 
different ways. In this study, New Public Management is understood from Pollit’s 
perspective. According to Pollit (2004:27-28), New Public Management refers to a shift 
in the focus of management system and efforts from inputs (staff, building) and 
process (teaching) towards output (results). He further described it as an approach 
that emphasises public service quality and consumer orientation. Without going into 
the details, “NPM implies emphasis on contract management, linking pay to 
performance and market mechanisms, in order to achieve the 3Es - Efficiency (do 
more for less), Effectiveness (achieve policy objectives/purpose), and Economy (do 
the same for less money) in the provision of the public services” (Jones & Pendlebury, 
1996:31, cited in Uwizeyimana 2009:12). “This can be achieved by privatising the 
provision of public goods and services to the private individuals and companies 
(private sector) to do the job or by getting the government to use private sector 
management principles (such as 3Es) mentioned above in the provision of public 
services and goods to the citizens” (Uwizeyimana 2009:12).  
 
“Many countries around the world have tried to implement these NPM ideas and some 
influential organisation such as the World Bank have promoted it” (Saner, 2001:12). 
“In South Africa, many public functions performed by the state have been privatised. 
However, those that remained in the state machines have been subjected to a 
business-type approach such as competitive tendering (ESKOM), performance 
measurement and performance related pay.  However, “irrespective of what New 
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Public Management has achieved, it has received criticism from different scholars of 
being narrow in scope” (Xiaoli, 2005:14). The general argument was that “public 
management should not only be based on increasing efficiency and effectiveness, but 
it should also emphasise the matter of legitimacy of actions performed by the 
government” (Uwizeyimana 2009). 
 
Furthermore, “in terms of the democratisation of public service delivery in South Africa, 
citizens should not be regarded as only consumers but should be provided with an 
opportunity to participate in government decisions and hold the government 
accountable” (Moe and Gilmor, 1995:135-143). “The definition of democracy and the 
democratic state and principles on which the democratisation of public services are 
based (see section 1.2 Background, rationale and problem statement) and the 
discussion of the NPM suggests private sectors would not fit the description of 
democratisation of public service delivery. Therefore, because one option to 
implement NPM principles involves using non-elected private companies and 
individuals who are not accountable to the citizens, to provide public goods and 
services, it would be useful to focus on the managerial approach of NPM” (Cameron 
2009). Hence, the private sector is not obliged to ensure the democratisation of public 
service delivery in South Africa - the focus of the analysis in this mini-dissertation is 
on managerialism or the managerial approach of NPM. The next section focusses on 
the managerial part of NPM. 
 
2.2.1.1  The managerial approach in the democratisation of public service 
delivery in South Africa 
 
Daft and Marcic (1998:36) described managerial theory as a process of management 
influenced by the change of environment. “This approach has been adopted from the 
philosopher Woodrow Wilson (1887) who indicated that the public service and 
administration should be strictly aligned with organisational or business values in 
which provision of service is based on the client’s or customer’s wellbeing” (Cameron 
2009). “The managerial theory has been largely influenced by classical administrative 
theories including, amongst other things, Frederick W. Taylor’s (1856-1915) scientific 
management movement. Scientific management movement prescribed a set of 
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principles aimed at promoting efficiency and effectiveness in the organisation” 
(Ferdous 2016). 
  
On his attempt to describe effectiveness, Cloete et al. (2018:24) point out that 
effectiveness is measured by the need satisfaction of the public. However, such 
satisfaction should be based on the prescribed programme of action and priorities that 
have been identified. “This theory has been very popular over the years and 
implemented in many government administrations since the 1980s. The 1980s are 
especially important times for the discussion of the managerial approaches because 
they were part of the New Public Management principles (NPM)” (Hood 1991). “NPM 
gave governments around the world the opportunity to make choices to make 
themselves smaller and leaner through privatisation of public service delivery or by 
ensuring that public service delivery is done by the best managers in the labour market 
in order to maximise effectiveness, efficiency and economy (value for money) in public 
goods and service delivery” (Cameron 2009). This explains why in his analysis of the 
“New public management (NPM) principles in the water services in the city of 
Johannesburg”, Uwizeyimana (2015:71) argues: 
“NPM is a marriage between two kinds of major concepts: namely, the 
application of private sector business management principles to the public 
sector” through the different forms of privatisation; or “the introduction of new 
administrative principles such as contestability, transparency and concentration 
on incentive structure and user charge which is often referred to as 
managerialism.” (Uwizeyimana 2015:71) 
 
“The concepts effectiveness, efficiency and economy (value for money) are commonly 
known as the 3Es” (Uwizeyimana 2012). Rosenbloom (1992:510) argues that 
managerial approach in public service and administration is significant since it 
maximises efficiency. Visser and Erasmus (2002:244 in Libate, 2019), described 
efficiency in democratisation of public service delivery as performing the prescribed 
function in the right way. For example, achieving the set goal or objective by utilising 
the minimum inputs. 
  
In the South African context, “managerial approach is significant following the dynamic 
economic, social, political and climate environmental changes in the country since 
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1994 and changes in South Africa’s neighbouring states such Zimbabwe and 
Mozambique because whatever happens in these countries affects South Africa and 
whatever happens in South Africa affects its neighbours” (Cloete 2003:7). Ongaro 
(2004:08) understands that countries around the world are experiencing different 
environmental threats including national disasters and political instability, which has a 
ripple effect in other countries and continents around the world. “The most current 
example would be the coronavirus (COVID-19) which started in a small town called 
Wuhan in China in 2019 and has led to shutting down the social and economic 
activities of almost every country. A virus that started in Wuhan, China has caused a 
major shift in the execution of public services in South Africa (and every country in the 
world), since new legislations, including lockdown regulations have been implemented 
to minimise the spread of the COVID-19 pandemic.  
 
Although South Africa has experienced several setbacks in terms of the 
implementation of these legislations, the idea was to manage the new environmental 
threats without compromising efficiency, economy, and effectiveness” (Carlitz and 
Makhura (2019). While the purpose of this research is not to discuss the 
implementation of the COVID-19 related lockdown regulations in South Africa, it can 
be argued that the failures experienced by the South African government could have 
been avoided if the people had been properly consulted and given the opportunity to 
participate in the policy making and the implementation. “The making and enforcement 
of the implementation of COVID-19 regulations was heavily centralised at in the hands 
of a handful, generally unelected individuals commonly known as the Coronavirus 
Command Council housed somewhere in the Presidency, which pushed down the 
lockdown instructions to the people without regard to their individual needs and without 
consultation or even warning – “with immediate effect”. For example, the dramatic 
reduction in population mobility has come at a cost for many households who were 
unable to go to work. While income from the labour market is regarded as a main 
source of income for many households, companies lost profit since they could not 
operate without workers, consequently people lost their jobs” (Carlitz and Makhura, 
2019). 
 
“The managerial approach in South Africa can be achieved by changing government 
policies (e.g. labour laws, administrative laws) in order to suit the specific need in the 
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country and community. For example, since the coronavirus has had economic 
implications pertaining to the development of the country, South Africa should be able 
to develop measures to address environmental threats without compromising the 
economy and public service delivery in general” (Neubauer and Solomon, 1977:05). 
“A good example could be using an open public tender system to ensure that the best 
people (individuals and companies) who have the capacity to provide the best quality 
and quantity of Personal Protective Equipment (PPEs) to hospitals, clinics and schools 
within the shortest time at the lowest possible price are awarded tenders to do so” 
(Ngobeni 2011). This implies that managerial approaches can be achieved through 
proper implementation of government policies and promotion of a high level of ethics 
and professionalism. Accordingly, “government institutions should be structured in a 
way that provides proper public service delivery and improves economic development” 
(Al‐Shamsi et al., 2020:07). This weakness has led to the emergence of a new concept 
called Good Governance, which relevance in South Africa’s democratisation of public 
service delivery will be discussed in detailed later in the next sections (see section 
2.4.1 of chapter two). 
 
 
2.2.2 Political approach in the democratisation of public service delivery in SA 
 
Rosenbloom and Kravchuk (2002:18) described political approach as a value system 
aimed at promoting representativeness, political and administrative responsiveness, 
and accountability to the citizens through elected officials. According to Caiden and 
Siedentop (1982:14), political approach was adopted after World War II due to 
changes in the socio-economic, technological, and political environments. “The idea 
behind political approach was to support democracy while capacitating public 
administration on implementing public policy for social change” (Caiden and 
Siedentop, 1982:14). 
 
The argument behind this approach was that “both politics and public administration 
share common values and it is necessary to incorporate them in a constitutional 
democracy” (Caiden and Siedentop 1982:14). However, Fraenkel (1997:06) argued 
that the relationship between public administration and politics is not always ideal and 
it should be guided by societal values. He described value as an idea about what 
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people think matters most in life. This implies that political approach should represent 
people and societal values in the decision-making process with regard to the 
democratisation of public service and administration. If one considers the arguments 
by both Caiden and Siedentop (1982:14) and Fraenkel (1997:06), it can easily be seen 
that the political approach in democratisation of public service delivery (in South Africa) 
and anywhere else, is based on people’s values of democracy. In other words, “people 
must value democracy and democratic principles (i.e. espouse democratic values) in 
order to imbed them in their political system and establish a democratic political 
system” (Uwizeyimana 2012). 
 
“A democratic political system is vital for the democratisation of public service delivery 
if one considers the definition of politics as “the exercise of power, the exercise of 
authority, the making of collective decisions, the allocation of scarce resources” 
(Heywood, 2002:4, cited in Uwizeyimana, 2012b:61). The definition of politics, as the 
“activity through which people make, preserve and amend the general rule under 
which they live” (Heywood, 2002:429) and through which they distribute values (i.e. 
scarce resources) (Gildehuys, 1999:44) also fits the political approach in 
democratisation of public service delivery that should be done in South Africa (see 
Uwizeyimana, 2012b:61). 
 
In South Africa, the relevance of this approach has been influential in democratisation 
of public service. Du Toit and Van der Waldt (1999:204-107) emphasised that it is 
necessary for the South African government to meet the expectations of the public, 
including reasonable and fair treatment regardless of sex, origin and language; 
balanced decision making and Justice. Although the government is struggling to 
address inequality, this approach remains relevant since citizens are able to express 
themselves and their dissatisfaction with public service delivery. The Constitution of 
the Republic of South Africa, 1996, states that “society elects the government of their 
choice that conforms to their values and gives it the mandate to make policies on their 
behalf” (Constitution of South Africa, 1996). 
  
“Since this approach is aimed at capacitating society, the government should consult 
the public during the policy-making process to gain insight into socio-economic issues 
that need to be addressed. For example, since South Africa is largely affected by 
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poverty, society expects the government to make public policies and develop 
strategies aimed at reducing poverty such as the democratisation of the delivery of 
housing” (Khan 1998:5). “Although political approach lacks effectiveness with regard 
to public participation in South Africa, its practice has the ability to instil public 
confidence in democratisation of public service since policies are formulated based on 
societal values” (Holtzhausen and Naidoo, 2011:06). 
 
2.2.3 Legal approach in the democratisation of public service delivery in SA 
 
Chevallier (1996:10) argues that legal approach originated from France and Germany 
during the 19th century. The French liberal state has led to the rule of law and the 
declaration of human rights to citizens, which has influenced this approach. “Thus the 
promotion of a legally legitimate state has been established and administrative law 
was considered as the critical tool to administrate provision of public service delivery” 
(Chevallier (1996:10). In the South African context, legal rules have been influential in 
the democratisation of public services. According to Cloete (1998:112), legal rules are 
important since they serve as a guideline to public servants and provide a framework 
that controls the action of the public office bearers while executing their duties. 
 
“In South Africa, legal rules consist of three values. The first is procedural due process 
that implies that the state must respect all legal rights that are owed to a person and 
be able to balance the power of the law and protect the individual from power abuse 
by the government, for example, separation of power” (Mubangizi and Tshishonga, 
2013:05). “The second value implies that maximising individual rights and liberties 
must be considered as a priority in democratisation of service delivery. The third value 
is equity, which promotes the value of fairness between the public and government” 
(Rosenbloom and Kravchuk, 2002:35).  
 
“This approach is significant in South Africa’s democratisation of public service 
delivery. Although separation of power remains instrumental in determining the 
effectiveness of democratisation of public service in South Africa, the country is still 
experiencing challenges with regard to equity” (Sayed and Motala, 2012:02). “The 
majority of poor people feel marginalised by the law and perceive the law as the 
privilege of first-class citizens. For example, society has witnessed several instances 
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where the corrupt political elite were acquitted while poor people have been convicted 
for minor offences. More importantly, few, if any public officials in South Africa have 
been punished or held accountable (with consequences) for failure to democratise 
public service delivery or to provide the goods and services to the citizens” (Munzhedzi 
2016:3). 
 
2.3 The idea of a developmental state in the democratisation of public service 
delivery in South Africa 
 
“The concept of a developmental state is associated with large-scale industrialisation 
projects controlled directly by the government to achieve economic growth, which 
characterised some East-Asian Tiger countries, such as Taiwan, Singapore and South 
Korea in the early 1950s and 1960s” (Uwizeyimana, 2016:48). The different 
circumstances among the Asian Tiger countries and the rest of the developing 
countries in Africa has led Mathebula (2016) to argue that the East-Asian Tigers’ 
developmental model is “not meant to serve as a template towards a developmental 
state” in Africa. In addition, Mbabazi and Taylor (2005:5) argue that, “The Asian Tiger 
Countries’ developmental state model is an ideology only applicable to the East-Asian 
Tiger Countries and nowhere else”. There is a view that the democratisation of public 
service delivery should be a significant feature of a developmental state in the country.  
This argument comes from the idea that a “developmental state is itself a result of the 
fact that the socio economic challenges such as unemployment, inequality and poverty 
have demanded that governments around the world, and especially in developing 
countries such as South Africa, align and sustain their development agenda to 
economic growth” (Van Dijk 2007:4). In fact, Cloete (2018:4) advised that it is 
necessary for the government to improve its capacity in democratisation of public 
service in order to respond effectively and efficiently in order to become developmental 
states. In addition, Cameron and Milne (2009:382) point out that societal reality in a 
developmental state can be achieved by proper allocation of resources to 
infrastructure developmental projects and ethical leadership.  
 
However, “while improving capacity of public administration in dealing with social 
challenges such as inequality, poverty and provision of basic services in general is an 
important characteristic of a developmental state” (Uwizeyimana, 2016); it is important 
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to note that there is a difference between a developmental state and a democratic 
state. In fact, being a developmental state often requires governments to do the 
opposite of what most democratic states do and how they deal with their citizens. “For 
example, most, if not all East-Asian Tiger countries, such as Taiwan, Singapore and 
South Korea who are known to have achieved unprecedented economic growth in the 
early 1950s and 1960s, and the African states such as Rwanda and Ethiopia which 
are known to have followed the East-Asian Tiger countries’ developmental model are 
not democratic countries. They are all autocratic dictatorship regimes” (Uwizeyimana, 
2016). “Botswana and Mauritius are known to be the only two examples of successful 
developmental states in Africa which have successfully adopted the concept and 
successfully implemented it in the 1970s without losing their fundamental democratic 
and cultural values” (Mbabazi & Taylor, 2005). Therefore, if one takes into account the 
definitions given by different authors in literature, it can be simply argued that a 
“developmental state is one that is able to use the various public and private resources 
at its disposal to economically develop its citizens. This may include challenges such 
as poverty, low economic growth, poor infrastructure, unemployment and unequal 
distribution of wealth” (Maserumule, 2007:09). “American political scientist Chalmers 
Johnson founded the concept of developmental state in 20th century to mean a strong 
state, which intervenes in its economy through extensive regulations and more control 
of economy” (Johnson (1999). However, “given the fact that the East-Asian Tiger 
countries, which serve as the developmental state model for other developing 
countries, are not democratic while Botswana and Mauritius are democratic 
developmental states, it is possible to achieve the economic growth within the 
democratic framework of the country or simply by trading off the democratic values for 
economic growth. Stated differently, a developmental state refers to a state that has 
the capacity to address societal challenges at all costs, and both democratic and 
autocratic states can be developmental states” (Uwizeyimana, 2019:197). 
  
“The benefits derived from becoming a developmental state are significant in South 
Africa because they can actively create competitive businesses to drive economic 
growth, efficiency, prices and service, and create jobs needed to deal with the high 
levels of poverty and unemployment that have faced the country for the last two 
decades” (Uwizeyimana, 2019). According to Johnson (1999:32), becoming a 
developmental state could assist the South African government in deploying its 
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administrative and political resources to enhance the country’s economic 
development.  
 
“The rhetoric among many South African policy makers, political parties, academics 
and civil society activists is that South Africa is committed to capacitate the country to 
achieve the developmental objectives” (Edigheji, 2010:11). However, “the fact that the 
East-Asain countries managed to achieve high economic development and to lift their 
citizens out of poverty and unemployment in just a few years, while most South African 
citizens continue to face poverty and inequality 26 years after the introduction of the 
democratic government in 1994, suggests that South African developmental state 
initiatives have not succeeded” (Uwizeyimana, 2019).  
 
“Some of the areas in the country, which did not have basic services such as water 
and health facilities during the apartheid era, still do not have these facilities 26 years 
after the introduction of the democratic government led by the ANC in 1994. For 
example, most municipalities in South Africa have been failing to provide basic 
services to local communities in their areas of jurisdiction, mostly due to high levels of 
corruption and lack of administrative capacity” (Majam & Uwizeyimana, 2018). 
“Evidence gained by analysing the factors which have been hampering the 
implementation of the Auditor-General’s recommendations in South African 
municipalities during the past two decades, suggests that most people who are 
employed in South Africa’s failing municipalities were appointed because of their 
political connections. Consequently, they did not have the right qualifications or skills 
and abilities to execute the functions for which they were appointed” (Matlala, 2019; 
Matlala & Uwizeyimana, 2020). As Woods and Mantzaris (2012:137) put it there are a 
number of general wrongdoings that are common throughout South Africa, namely 
employee-related fraud and corruption, such as presenting fake educational 
qualifications and/or a falsified curriculum vitae and other misrepresentations of 
relevant personal information; and payroll/remuneration scheme-related fraud such as 
ghost employees, commission schemes, workers’ compensation fraud, falsified 
wages, backdated salary increase etc.” (see also Matlala, 2019:91)  
 
Contrary to the practice in developmental states, a study conducted by Matlala in 2019 
found that the number of senior managers appointed without proper qualification in 
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South African municipalities had increased. “Municipal Managers who did not have 
qualifications increased by 300% (from 10 to 30), Chief Financial Officers increased 
by 168% (from 19 to 32), and Heads of Supply Chain Management units increased by 
244% (from 16 to 39) between the financial years 2011/12-2012/2013” (Matlala, 
2019:101). Matlala’s study in 2019 followed Ramutsheli and Janse van Rensburg 
(2015:110), whose study had already found that the rate of vacancies at senior 
management levels in South African municipalities was too high: Municipal Managers 
at 12% (2013-2014), Chief Financial Officers (13%), and Heads of Supply Chain 
Management units (24%). In the absence of a qualified person, an unqualified person 
was appointed either permanently or in an acting capacity (Ramutsheli and Janse van 
Rensburg, 2015:110). 
 
Lake (2018:12) point out that South Africa remains a weak state that needs to develop 
measures that can address socio-economic challenges such as poverty and 
inequality. “These measures include the appointment of the right number of people 
with the right skills, knowledge, capacity, skills and attitude in the right positions at the 
right place and time” (Gijana 2011). In addition, Marwala (2007:03) advised that in 
order for South Africa to achieve development, the South African government should 
emphasise the importance of technical education and numeracy. “This will develop the 
competitive mentality in administrative and engineering fields through initiating 
projects aimed at improving the economy. For example, industrialisation and 
technological development will create jobs through infrastructure development and 
manufacturing” (Marwala, 2007:03). 
 
2.4 Variables influencing the democratisation of public service delivery in SA  
 
“South Africa is confronted with complex challenges such poverty, unemployment, 
inequality and poor public service delivery” (Tregenna and Tsela, 2008:16). The 
government has both the moral and legal obligation to address these setbacks by the 
most effective and democratic means possible. Ntonzima and Binza (2011:03) 
suggest that resources should be optimally utilised to address the needs of society 
and society has a voice in the way their needs and resources are prioritised. “The 
democratisation of service delivery means rules that govern the interaction between 
government delivery agencies and the community as customers. It is thus important 
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for the government to determine “what services should be prioritised and how these 
services should be delivered” (Masuku and Jili, 2019:11). Below is a brief discussion 
of the variables influencing democratisation of the public service delivery process in 
South Africa. 
 
2.4.1 Good governance in the democratisation of public service delivery in SA 
 
“The concept of good governance is rather new and came into use since early 1990s” 
(Addink 2019:01). “The generic understanding of governance is based on the 
management of resources and the policy-making process by means of exercising 
authority by the government. Governance entails all instruments through which 
different policy stakeholders exercise legal rights with the aim to achieve political, 
economic, cultural, and social objectives” (Cloete, 2005:03). However, different views 
have been shared with regard to good governance definition. 
  
Hyden and Court (2002:19) define governance as the formation and stewardship of 
the formal and informal rules that regulate public reals, the arena (institutions such 
Parliament) in which state as well as economic and social actors interact to make 
decisions. They further argue that governance in simple terms implies a quality political 
system instead of technical capacity. According to these two authors, governance is 
composed of six dimensions to facilitate political process, namely socialising, 
aggregating, executive, managerial, regulatory, and adjudicatory. “These dimensions 
are important in democratisation of public service since they contribute in shaping 
policy processes” (Hyden and Court 2002:19). 
  
According to Amuwo (2002:11) and Senosha (2018) the significance of good 
governance was popularised by the World Bank in its attempt to improve the idea of 
sustainable development in Sub-Saharan Africa. “The main emphasis was on the 
identified issues contributing towards poor economic growth in Africa, including 
maladministration, corruption, human rights abuses, arbitrary laws, ineffective 
economic policies and unaccountable government” (Tinarwo, Mzizi, Zimano & 
Uwizeyimana, 2019). As Amuwo argues, governance has been embraced by donor 
communities and it has been adopted as prerequisite for a country to qualify for 
financial aid. 
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According to the World Bank report (1994: vii) good governance refers to the 
institutional capability of public organisations to provide public service demanded by 
the citizens of a country in an effective, impartial and accountable manner. Although 
the definition has been agreed upon by national and international communities, it has 
received heavy criticism from Leftwich (1994:366) who argues that the definition has 
excluded the political aspect and only emphasises public administration capabilities. 
“Leftwich understands that the capability of the state administration to discharge goods 
and services cannot be isolated from its political environment” (Olowu, 2002; Hyden 
and Court, 2002:18). 
 
In line with Leftwich’s (1994:366) views, this study will be based on the United Nations 
Development Programme definition that describes good governance as “the exercise 
of economic, political and administrative authority to manage a country’s affairs at all 
levels” (UNDP, 1997:9). This definition is relevant in South Africa’s democratisation of 
public service since the political aspect plays a central role in the governance agenda 
(Uwizeyimana & Cloete, 2013). “Citizens participate through political processes 
including elections and public gatherings” (Williams, 2008:3). 
 
“In South Africa democratisation of public service governance has been influential on 
the development of institutions and processes that are more responsive to the needs 
of ordinary citizens, including the poor” (Mangu, 2007:11). Mangu argue that the 
capacity of the state to conform with the democratic governance has improved since 
the transition of a democratic government in 1994. Palmer et al. (2017:13) further 
argue that although there are challenges with regard to building institutions in rural 
areas for effective participatory governance, the development of electoral systems 
(participation), legislative systems (policy) and public administration has strengthened 
the capacity of the state in providing effective and efficient public service delivery. 
 
 In support of Palmer’s (2017:13) views, the Constitution of South Africa, 1996, 
prescribes that political leaders and those who are governing the country must be 
elected by the people for the government to have legitimate authority. Although the 
president has been given powers in terms of chapter 5 of the Constitution of the 
Republic of South Africa, 1996, such powers are limited. The government has the 
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responsibility to safeguard the rights of the citizens (Constitution of South Africa, 
1996). Regardless of challenges experienced in democratisation of public service 
delivery, “significance of governance has been recommended and embraced as the 
instrument towards achieving greater economic development” (Mafunisa 2004:6). 
 
2.4.1.1 The role of good governance in the democratisation of public 
services in South Africa 
“Good governance in the South African public sector promotes better decision making 
and the efficient use of resources and strengthens accountability for the stewardship 
of those resources” (Mafunisa, 2004:05). Good governance is composed of robust 
scrutiny, which provides important pressures for improving public sector performance 
and tackling corruption. “Good governance can improve management, leading to more 
effective implementation of the chosen public policies, better service delivery and 
ultimately, better outcomes” (Ngoepe, 2004:07). 
 
“The good governance approach in South Africa is of great relevance to the 
democratisation of public service delivery, and primarily as a response to the 
alleviation of poverty and inequality that existed during the apartheid regime” (Feris, 
2010:05). It is aimed at closing the gap between the rich and the poor through equal 
distribution of state resources. For example, unlike the era of apartheid which 
prioritised urban communities, proper management and allocation of resources in 
democratisation has benefited rural communities across the countries by the provision 
of electricity and free basic education. “Thus the number of illiterate children has 
dropped and many villages are electrified while the number deaths caused by candles 
light is limited” (Fiske and Ladd, 2004:09). 
 
“Good governance in South Africa empowers citizens by providing them with an 
opportunity to exercise their constitutional rights, for example access to information or 
transparency in public services. Without such rights citizens are just subjects with no 
power” (Cloete and Auriacombe, 2007:02). It can be said that reducing citizens to 
participate is a sign of bad governance and affording them opportunity to participate 
in decision making is a sign of good governance (Osborne and Gaebler, 1992:10). 
This implies that citizens are regarded as clients who become the central focus in 
designing democratisation of public service.  
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“It is the responsibility of the South African government to provide citizens with an 
opportunity to voice out their concerns on which services they need and how they want 
such services to be provided” (Constitution of South Africa, 1996). In line with the view 
of Osborne and Gaebler (1992:10), the government should embrace the value of 
catalytic government and community ownership. Thus “public officials remain with a 
challenge to think about how to empower citizens to take ownership of community 
problems by encouraging them to partner with society groups in order to identify 
solutions for effective democratisation of public service delivery in South Africa” (Essia 
and Yearoo, 2009). 
 
 
2.4.1.2 Principles guiding good governance in the democratisation of 
Public service in South Africa 
 
“International development institutions such as the World Bank, United Nations 
Development Programme and the African Development Bank agreed that the principle 
of good governance is central to creating and sustaining an environment that fosters 
strong economic growth and development” (OECD and ADB, 2014:04). “The literature 
is fully supplied with elements identified as the essentials for good governance and 
these include rule of law, legitimacy of the government, public participation, effective 
and efficient public service, democratic decision making, combatting corruption and 
responsive government” (World Bank, 1991; UNDP, 1997; ADB, 2001; Kauzya, 2003). 
Below is a brief analysis of the selected essentials of good governance in 
democratisation of public service delivery in South Africa. 
 
(a)  The rule of law in the democratisation of public service in South Africa 
 
Steward (2004:06) understands that the rule of law is an ancient ideal from early 
philosophers, such as Aristotle, who saw the law as an essential element to constrain 
the powers of the ruler; and good leaders were those that upheld the law. Keping 
(2010:10) argues that rule of law means that law is the supreme principle in public 
political administration that should be observed by all government officials and 
citizens, who should be all equal before the law. “The role of rule of law is to regulate 
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citizens’ behaviour, manage social affairs and maintain a normal order in social life, 
while its ultimate goal is to protect citizens’ basic political rights, including freedom and 
equality” (Mbaku, 2012:11).  
 
In South Africa, different legislations are in place to regulate the democratic process 
with regard to both administrative and human behaviour. These legislations are 
aligned with the constitution as the supreme law of South Africa. In line with Keping’s 
definition of law, Cloete (1998:112) suggests that the rule of the law in democratisation 
of public service delivery is significant in providing public servants with a framework 
that will guide their work. Section 167 of chapter 8 of the Constitution of South Africa, 
1996, provides for the establishment of a constitutional court aimed at protecting the 
constitutional rights of citizens. “The constitutional court is the highest court aimed at 
resolving any disputes with regard to human rights violations. For example, the 
government was accused of implementing unconstitutional regulations during stage 4 
of Covid-19 and the government had to defend itself against the accusations. Section 
(85) (2) provides for the establishment of a high court of South Africa to prosecute 
serious cases that exceed the jurisdiction of the magistrate court or lower courts” 
(Constitution of South Africa, 1996). 
 
“To strengthens democratisation of public service delivery in South Africa, chapter 9 
institutions were established to represent society in any form of maladministration or 
corruption” (Murray, 2006:08). Okafor (2013:7) argue that, although the rule of law in 
democratisation of service delivery in South Africa has been valued and upheld at all 
levels, corruption has threatened the effectiveness of the law since public officials and 
political leaders expected to enforce the law are involved in corrupt activities. 
According to the World Bank (1997:14) corruption refers to the abuse of power by 
public officials for private gain. “Public office is abused for private gain when an official 
accepts, solicits, or extorts a bribe. It is also abuse when private agents actively offer 
bribes to circumvent public policies and processes for competitive advantage and 
profit” (World Bank (1997:14).  
 
Friedrich (2002:25) further argue that Public office can also be abused for personal 
benefit even if no bribery occurs, through patronage and nepotism, the theft of state 
assets, or the diversion of state revenues. “In South Africa, commissions of enquiry 
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have been formed subsequent to corruption scandals such as state capture and the 
Marikana massacre. However, little has been achieved so far with regard to the 
prosecution of the involved offenders” (Newham, 2014:11). “These have weakened 
the state’s capacity to maintain justice and fairness in the democratisation of public 
service. Irrespective of these challenges, the rule of law in South Africa has been 
influential on the democratisation of public service delivery” (Pillay, 2004:09). 
  
(b) Public participation in the democratisation of public service in South Africa. 
 
Marzuki (2015:13) argues that public participation is important to educate people about 
the government’s development programmes and engage them in the decision-making 
process. Moreover, Nyalungu (2001) in Sebola (2017:05) attested that public 
participation is a concept that is relatively new in the South African soil, which suggests 
that there is a likelihood of some learning curves for the South African government in 
achieving true success with regards to what could be termed a public participation 
method. However, Creighton (2005:12) described public participation as principles in 
which the government and the people are equally involved in the decision-making 
process on issues of democratisation of public service delivery.  
 
In South Africa, public participation has been influential in democratisation of public 
service delivery. “The role of public participation in South Africa is to improve the 
relationship between the citizens and the government” (Maphunye and Mafunisa, 
2008:18). The 1990 Arusha International Conference on Popular Participation 
understands the role of people participation as a way of empowering citizens to 
contribute in the policy-making process. This view has been supported by Mawhood 
(1993:10), who argues that the more distant government becomes to its citizens, the 
more unresponsive it becomes to citizens’ demands. 
  
“International development agencies such as the African Development Bank claim that 
participative governance in development projects contribute towards greater efficiency 
and effectiveness of development” (Saha, 2008:12). For example, In South Africa, 
Section 153 of the Constitution, 1996, obligates municipalities across the country to 
provide democratic government and accountable government for local communities. 
This can be achieved through encouraging involvement of communities and 
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community organisations in the matters of local government. “The municipalities are 
expected to develop mechanism that will create platforms for community involvement” 
(Municipal Systems Act of 2000). These may include ward committees and ward 
councillors, open council meetings, suggestion boxes and city newsletters (PSC, 
2007:05). 
 
Despite its significance, public participation in South Africa has challenges that 
negatively affect democratisation of the public service delivery process. “Like the rest 
of developing nations, South Africa’s low level of education negatively affects citizens’ 
ability to express their needs or challenge government policies” (Mukamunana, 
2005:06). Although consultative public gatherings such Imbizos or Legotla are 
convened, people are unable to question the relevance of government policies due to 
the lack of knowledge on the governance process. “Therefore, without the suitable 
skills, knowledge, experience, leadership or managerial capabilities, public 
participation remains an ordinary public gathering without meaningful impact” 
(Gooloba-Mutebi, 2004:295). 
 
However, despite these challenges, “public participation is still considered the most 
important aspect in the democratisation of public service delivery in South Africa 
because it presents people with the opportunity to voice their concern and contribute 
to the progress and wellbeing of communities” (Mubangizi and Dassah, 2014:08). 
Public participation in South Africa has made people conscious of their environment 
and cultural identities. “It is the responsibility of the government to ensure effective 
and efficient participative governance in the policy-making process considering both 
societal values and needs” (UNDP, 2004:47). 
 
(c) Accountability in the democratisation of public service in South Africa 
 
“In the context of government and public service delivery, public accountability means 
that public institutions must access ultimate responsibility to society for what is or is 
not done” (Du toit and Van der Waldt, 1999:100). The concept of accountability has 
been interpreted in many ways but there is a common understanding with regard to 
governance (Enwereji & Uwizeyimana, 2019a). According to Schedler (1999:340), 
accountability consists of two basic dimensions. “Firstly, answerability in 
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democratisation of public service delivery, which implies that public officials are 
compelled to provide information about their actions and performance. Secondly, 
enforcement, which implies building suitable institutions and mechanisms that will 
effectively control the use of public resources” (Schedler 1999:340). 
 
In support of Schedler’s (199:340) views, Cloete (1998:99-103) holds that South 
Africa’s democratisation of public service has a sufficient number of institutions that 
are used as watchdogs of public resource utilisation. “For example; chapter 9 
institutions in terms of the Constitution of South Africa, 1996, that include the Public 
Protector (PP), Auditor General (AG), Independent Electoral Commission (IEC), South 
Africa Human Rights Commission (SAHRC) and Commission for Gender Equality 
(CGE)” (Matlala 2019, Matlala & Uwizeyimana, 2020). Du Toit supports Cloete’s 
(1998:99-103) views emphasising that the primary objective of these institutions is to 
investigate the efficiency and effectiveness of public service delivery with regard to 
allocation of public resources. They are also imperative in linking society with the 
government (Du Toit, 2000:02).  
 
However, Tshandu (2010:12) argues that the impact of these chapter 9 institutions is 
not benefiting ordinary citizens especially rural communities. Although institutions are 
effectively implemented in Provincial administration, failing to establish offices in rural 
areas has compromised its effectiveness to ordinary citizens. “The primary role of 
accountability in South Africa is to strengthen trust and confidence of citizens 
especially on grass roots level” (Enwereji & Uwizeyimana, 2019). “Achieving public 
accountability requires a number of mechanisms aimed at strengthening 
accountability” (Ljeoma and Sambumbu 2013:4).  
 
According to Cloete (1998:99), the following measures can assist in upholding 
accountability in South Africa, namely “making government transparent by allowing 
members of the society to observe public actions and comment on it; engaging a court 
of law if someone is dissatisfied with the provision of public service delivery, e.g. 
treatment of HIV/AIDS sufferers, organisational arrangements requiring that an 
employee is accountable to his supervisor until the head of the department is 
accountable to the minister while the minister will account to the Parliament, and lastly 
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work procedures requiring public officials to perform specific duties in a particular 
sequence and manner” (Cloete 1998:99). 
 
“In South Africa, accountability plays a critical part in addressing corruption through 
commissions of enquiry (e.g. Zondo Commission) and court prosecutions” (Ngoepe 
2004:04). Mbaku (1996:116) supported this view stating that corruption is a common 
enemy that promotes economic decay in South Africa. He further emphasises that 
addressing corruption will automatically increase the level of accountability in 
government (Mbaku: 1996:116). Although a high level of corruption threatens the 
effectiveness of accountability in South Africa, it is believed that “strengthening the 
rule of law and promotion of media freedom can significantly limit corruption in South 
Africa” (https://www.corruptionwatch.org.za). Irrespective of the challenge in dealing 
with the high level of corruption in South Africa, “accountability remains a valued 
principle that needs to be sustained for effective and efficient democratisation of public 
service delivery in South Africa” (PSC 2009). 
 
2.4.2 Batho Pele principles in the democratisation of public service delivery in 
South Africa 
 
“Batho Pele is a South African political initiative that implies that people interest should 
be prioritised. The initiative was first introduced by the Mandela Administration 
(Minister Zola Skweyiya) on October 1, 1997 to promote improved delivery of goods 
and services to the public. The idea behind the Batho Pele initiative is to enhance 
quality and accessibility of government services by improving efficiency and 
accountability in government services” 
(https://www.etu.org.za/toolbox/docs/govern/bathopele.html). According to the White 
Paper on Transforming Public Service Delivery (1997:05), Batho Pele consists of eight 
principles, namely consultation, service standard, redress, access, courtesy, 
information, transparency and value for money. The Public Service Commission 
(2007:18) described the role of Batho Pele principles in South Africa as a way to 
improve the standard of public service delivery by prioritising citizens in public service 
delivery. “Citizens are encouraged to participate in the decision-making process and 
are authorised to question the standard of public service provided by public officials” 
(Crous, 2004:04). This has given citizens some sense of ownership with regard to 
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public service delivery programmes. “It is the responsibility of public servants to 
provide exceptional services to all citizens guided by the prescribed principles” (DPSA 
2007).  
 
The DPSA (2007:15) reported that the government is responsible for the 
implementation of these principles and must ensure that the implementation is focused 
on the following values, namely We belong: this implies that citizens are part of the 
public service and should thus work hand in hand with respect to fellow colleagues. 
We care: it is a directive that shows that the government should care for the public that 
they serve. We serve: it is the responsibility of public servants to deliver exceptional 
service to all citizens of South Africa. 
 
With regards to democratisation of the public service delivery in South Africa, “public 
servants are struggling to comply with these principles” (Crous, 2004:04). Batho Pele 
has been negatively impacted by fraud and corruption in South Africa. Ngidi and 
Dorosamy (2013:21) in their journal article Challenges to the Application of Batho Pele 
principles argue that corruption distorts and undermines the value system of all 
societies, their people, and possessive individualism, and overrides any sense of 
common good. Mbanjwa (2011:14) point out that although the government has put 
mechanisms in place to address corruption, little has been achieved so far. For 
example, the Department of Home Affairs has experienced corrupt activities from their 
staff members with regard to immigration. He further states that the Public Service 
Commission reported that the majority of cases at the Department of Home Affairs 
involved bribing of officials to obtain fraudulent identity documents, marriage 
certificates and passports.  
 
The Public Service Commission (1999:12) expressed dissatisfaction with the lack of 
action on reported cases with regard to corruption by senior managers in the public 
sector. Consequently, “the passive response to fighting fraud and corruption 
compromises the integrity of the Department and weakens public confidence in 
government’s commitment to root out corruption” (Naidoo, 2017:13). “The application 
of Batho Pele principles in South Africa remains a challenge and the government 
needs to establish an effective anti-corruption strategy that can help fight corruption 
and restore public confidence in the democratisation of public service delivery” 
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(Enwereji & Uwizeyimana, 2019b). Despite all these challenges, enforcing Batho Pele 
principles remains vitally important for effective and efficient public service delivery. 
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2.4.3 Ethics in the democratisation of public service delivery in South Africa 
 
Fox and Meyer (1995:45) described ethics as the process by which clarity between 
right and wrong is made and corrective action is then taken. This view has been 
supported by Gildenhuys and Knipe (2000:180) stating that ethics and other moral 
values are sources of law and form the basis on which decisions by legislatures, 
executives and judiciaries, are to be made. For example, customary law is based on 
societal values. With regard to institutional ethics, Shaw (2011:5) suggests that ethics 
is all about good and bad human conduct in the professional set up. However, “the 
ancient Greek philosopher Aristotle postulated that ethics can be interpreted differently 
based on the cultural and social setting of a given country” (Dorasamy 2010:3). 
 
“Ethical attitudes and behaviour are desirable in any organisation, as it establishes a 
culture of trust, honesty and probity, which is manifested in an organisation’s 
relationships with all its stakeholders including broader society” (Deconing et al., 
2018:06). “In the South African context, the legal and ethical framework for the 
democratisation of public service delivery within the organisation is regulated by the 
following regulatory frameworks, namely the Constitution of the Republic of South 
Africa, 1996; the Prevention and Combatting of Corrupt Activities Act 12 of 2004; the 
Promotion of Administrative Justice Act 3 of 2000 and the Protected Disclosures Act 
26 of 2000” (DPSA 2007:5). These statutes are applicable to all government 
departments in pursuance of ethical conduct, integrity and good governance. “To 
strengthen the capacity of these statutes, the government has established Public 
Service Regulations of 1999 with specific prescriptions to guide public officials” (PSC 
2009). 
 
Mafunisa (2008:03) understands that employees must comply with the prescriptions 
of the regulation if the democratisation of public service delivery is to be achieved. 
Section 2 of chapter 2 of the Public Service Regulations further prescribes that each 
department must have a code of conduct that is aligned with its core functions. 
However, this code of conduct should be based on the following example, namely 
“relationship with legislatures and executive; relationship with the public; relationship 
amongst employees; performance duties; personal conduct and private interest” 
(Mafunisa, 2008:03). 
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2.4.3.1 Code of conduct in the democratisation of public service in South 
Africa 
 
Khumalo and Mestry (2012:08) described a codes of conduct as a written document 
detailing the values, standards and norms that guide the behaviour of all political office 
bearers and public officials in the conduct of their affairs and actions in the execution 
of public service delivery for the greater good of the community they serve. “A code of 
conduct is also regarded as an essential measure for the prevention of unethical 
behaviour; for example, incompetence, fraud, bribery, nepotism and disclosure of 
confidential information” (Cohen and Eimecke, 1995:106). According to these authors, 
incompetence can be seen as an abuse of power since public service is all about 
professional competence. 
 
Rossouw and Van Vuuren (2013:262-263) hold that a code of conduct can serve both 
internal and external stakeholders. For example, with internal stakeholders, a code of 
conduct can shape behaviour and enforce discipline on the employees of   
organisation, while a code of conduct can also direct or guide public officials to present 
themselves professionally at all times when dealing with clients. “The basic role of 
codes of conduct in the democratisation of the public service in South African context 
is to inform and guide the morality and discretion of public officials in a professional 
setting” (Rossouw and Van Vuuren, 2013:262-263). It can be seen as misconduct 
when a public official neglects attending to clients while answering his private calls. “It 
would be in contravention of Batho Pele principles and it may compromise the integrity 
of the organisation” (Mafunisa, 2008:14). “These principles determine the standards 
of conduct that support and direct the competency, morality and judgement of public 
officials in the performance of their duties” (Government of South Australia, 200:4; 
Republic of South Africa, 1997). 
 
According to Thompson (1992:255), the personal morality of public officials can be 
influential in building the reputation of the organisation and it may also instil confidence 
to society with regard to a democratised public service delivery. For instance, the 
police officer who respond to the scene of crime (e.g. an accident) while off duty can 
represent the organisation in a good way. “The implementation of ethical codes in 
government departments has positively impacted the administration and management 
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of public service delivery in South Africa” (Mafunisa 2008:14).  Naidoo (2012:05) argue 
that in order to strengthen the capacity of the government in implementing ethics in 
the democratisation of public service delivery, punitive measures are necessary to 
punish those who may contravene the public service regulations. 
 
“Non-conformance with performance expectations and neglect of duties are regarded 
as unethical and the offender should be charged with misconduct; for example, using 
one’s official position to obtain private benefits, for example bribes” (Du toit, Knipe, 
Van Niekerk, Van der Waldt and Doyle, 2002:113). The code of conduct in the 
democratisation of the public service has been influential in the provision of 
professional public service delivery. “Although some public managers are struggling 
to enforce compliance in this regard, it is necessary for the government to improve its 
capacity through training public officials and managers on technical skills (the ability 
to use specialised knowledge), human skills (the ability to work with people) and 
conceptual skills (the ability to use holistic and systems thinking)” (Monyepao & 
Uwizeyimana, 2018). “This will assist managers and public officials in gaining 
confidence while conducting their duties for effective service delivery” (Dubrin et al 
1989:8-9).  
 
2.4.4 Professionalism in the democratisation of public service delivery in SA 
 
Van der Waldt and Du toit (1999:53) described professionalism as a process whereby 
standards are initiated within a particular scope of work overtime and recognised as 
unique to that type of work. According to these authors, professionalism is an 
important aspect with regards to efficient, effective, and economic public service 
delivery in South Africa. They further argue that there is a great deal of relationship 
between ethical conduct and professionalism. In support of this view, Jos and 
Tompkins (1995:214-215) argue that professionalism can simply be interpreted as the 
sum total of ethical conduct, proficiency and competence. 
  
 From the perspective of the above authors, it can be argued that “the role of 
professionalism is not only to improve efficient, effective and economic public service 
delivery but also to strengthen democratised public service delivery” (Carr, 2005:05). 
In order to achieve professionalism in the democratisation of public service, the 
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government should engage in institutional reform programmes in order to 
professionalise its public service. In accordance with the views held by Jos and 
Tompkins (1995:214-215), the government’s focus should be on administrative and 
legislative reform in order to achieve greater transparency and accountability. “In 
South Africa, chapter 9 institutions can serve as a good example of institutions that 
can influence reform in both the administrative and legislative sectors” (Kuye, 
2016:16). 
 
According to Cohen and Eimicke (1995:106), corruption and other unprofessional 
aspects in the South African government is not influenced by career public servants 
but by political appointees who have no experience in public service and 
administration. For example, political appointees are assigned to managerial 
administrative posts without knowledge or background of the department or 
organisation. As a result, “they fail to justify their decisions with regard to policy and 
strategic objectives” (Jos and Tompkins, 1995:211-212). “Although corruption 
threatens effectiveness of professionalism in South Africa’s democratisation of the 
public service, the government must eventually improve the level of professional public 
administration and management for sufficient, quality and sustainable public service 




This chapter has identified main theoretical approaches influencing government’s 
decisions on the democratisation of the public service, namely New Public 
Management, managerial, political and legal approach. The historical context and 
relationship of these theoretical approaches have been discussed in order to evaluate 
the significance they have on the democratisation of public service delivery in South 
Africa. This chapter has discussed the concept of a development state with the main 
focus on its orientation and the characteristics thereof. The idea of a developmental 
state has been measured in terms of the democratisation of public service delivery 
standards in the South African governance system. Furthermore, the variables 
influencing the democratisation of public service delivery in South Africa has been 
discussed; among others, good governance, Batho Pele principles, ethics in public 
administration and professionalism. Specific focus was given to good governance 
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principles serving as guidelines for an effective democratisation of public service 
delivery. The nature of rule of law, public participation and accountability were 
discussed in order to evaluate the relevance with regard to what the Constitution of 
South Africa, 1996 prescribed. Lastly, the chapter discussed the significance of good 
governance that has shaped the democratisation of public service delivery in South 
Africa, while other variables such ethics and professionalism necessary in measuring 
the standard of public serviced delivery were outlined.  
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                                                     CHAPTER THREE 
STATUTORY, REGULATORY AND POLICY FRAMEWORKS OF 





In this chapter, statutory, regulatory and policy frameworks of democratisation of public 
service delivery in South Africa will be discussed. These frameworks are aimed at 
guiding the democratisation of the public service delivery process in South Africa with 
regard to allocation of responsibilities from national, provincial, and local government. 
The relevance of these frameworks depended most on providing guidelines on how 
democratised public service delivery can be achieved. Furthermore, the chapter will 
discuss the role, powers, and functions of each government sphere (i.e. national, 
provincial and local) in the democratisation of public service delivery in terms of the 
Constitution of South Africa, 1996. 
 
Nealer (2007:157) suggests that the democratisation of public service delivery in 
South Africa is an activity aimed at improving the general welfare of the society. “This 
implies that the quality of the democratised public service delivery standard depends 
on clear legislations and realistic policies” (Nealer 2007:157). “The quality execution 
of public service delivery must be guided by appropriate allocation of powers, functions 
and financial resources” (Constitution of South Africa, 1996). However, Uwizeyimana 
(2012) suggests that the appointment of legitimate public administration is necessary 
in order to achieve effectiveness and efficiency of democratised public service delivery 
in South Africa. This implies that the statutory, regulatory and policies frameworks are 
significant in guiding state organs to implement public policies. “These frameworks 
may also assist the government to measure performance in public institutions; 
promote accountability for failing to achieve expected outcomes as well as 
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3.2 Policies and Statutory frameworks guiding the democratisation of public 
service delivery in South Africa 
 
“In the South African context, the statutory, regulatory and policy framework guiding 
public service delivery include amongst others  the Constitution of the Republic of 
South Africa 1996, the Public Finance Management Act (PFMA), 1999, the Public 
Service Act of 1994, the Labour Relations Act, 1995, the Skills Development Act, 1998, 
the Promotion of Administrative Justice Act, 2000, the Promotion of Access to 
Information Act, 2000, the White Paper on Transforming Public Service Delivery, and 
the White Paper on Local Government (Republic of South Africa, 1998b). Below is a 
brief explanation of the role of these legislative frameworks in the democratisation of 
the public service delivery process” (Ncholo 2000:7). 
 
3.2.1 The role of Constitution of the Republic of South Africa, 1996, in the 
democratisation of public service delivery in South Africa 
 
“The Constitution established national, provincial and local spheres of government and 
confirmed their roles. It set out the objectives, powers and functions, developmental 
duties, and categories of both government spheres from national to local 
municipalities. Chapter 10, Public Administration, of the Constitution of the Republic 
of South Africa 1996 spells out service delivery in terms of the basic values and 
principles governing public administration, the Public Service Commission and the 
Public Service” (Constitution of South Africa, 1996).  
 
The basic values and principles governing public administration in terms of section 
195(1) of the Constitution of the Republic of South Africa 1996, public administration, 
must be governed by the democratic values and principles. “Amongst others, public 
administration must be development-oriented, people’s needs must be prioritised, and 
the public must be encouraged to participate in policy-making, a high standard of 
professional ethics must be promoted and maintained, public administration must be 
accountable, efficient, economic and effective” (Public service Act, 1994). 
Furthermore, the use of resources must be promoted, services must be provided fairly, 
equitably and without bias.  
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“Transparency must be fostered by providing the public with timely, accessible and 
accurate information” (Armstrong 2005). According to Section 195(2) of the 
Constitution, the mentioned principles are applicable to administration in every sphere 
of government, organisations of state and public enterprise. However, “the key 
challenge is to consolidate the foundations of the developmental state. This requires 
a public service that agrees to the needs of the citizens, is capable of meeting these 
needs and is highly focused on effective policy and implementation of service delivery” 
(Public Service Commission Report, 2005).  
 
“In order to ensure compliance, the Public Service Commission has been established 
and allocated with the responsibility to enforce compliance in terms of section 196 of 
the Constitution of the Republic of South Africa, 1996. This commission is 
independent, must be fair and exercise its powers and perform its functions without 
fear of favour or bias in the interest of the maintenance of effective and efficient public 
administration and a high standard of professional ethics in the public service” (PSC 
2009:08). “The functions and powers of the commission are stipulated in section 
196(4) as follows: to promote the values and principles set out in section 195 
throughout the public service, propose measures to ensure effective and efficient 
performance within the public service, investigate, monitor and evaluate the 
organisation and administration and the personnel practices of the public service, 
report in respect of its activities and the performance of its functions, including any 
finding it may make and directions and advice it may give, and to provide an evaluation 
of the extent to which the values and principles set out in section 195 are complied 
with, give directions aimed at ensuring that personnel procedures relating to 
recruitment, transfers, promotion and dismissals comply with the values and principles 
set out in section 195 of the Constitution of the Republic of South Africa, 1996. Section 
197 of the Constitution of the Republic of South Africa, 1996, states that there is a 
public service within the public administration which must function, and must be 
structured, in terms of national legislation, and which must loyally execute the lawful 
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3.2.1.1 The Constitutional mandate of the government in the democratisation 
of public service delivery in South Africa 
 
In terms of the Constitution of South Africa, 1996, it the responsibility of the 
government to make policies and legislations aimed at regulating the exercise of rights 
by the citizens. As it has been mentioned earlier in this section of this study (1.2.1.1.), 
“policies such as RDP, GEAR and NDP can serve as good examples in defining the 
government responsibility. In order to achieve maximum efficiency in the 
democratisation of public service, the Constitution provides the rules on how the 
government must function in a structural form. These may include the establishment 
of three spheres of government, namely national, provincial, and local authorities. The 
Constitution further prescribes that each of these spheres must work interdependently 
without compromising the independence of the others” (Constitution of South Africa, 
1996). For example, as it has been stated in section 3.1.1 of the study that the local 
government should be allowed to develop their own strategy with regard to income 
generation without interference from both provincial and national government. 
However, “the municipal actions should be aligned with the Constitution’s mandate 
with regard to democratisation of public service delivery” (Municipal System Act, 
2000). 
 
“Schedule 4 of the RSA Constitution (Act 108 of 1996) prescribes that the government 
must ensure consistency in the provision of public service delivery by allocating 
responsibility to each sphere by creating a structure, by means of dividing state 
machinery into three categories, namely legislative, executive and administrative. In 
terms of the Constitution of South Africa, 1996, these government machinery roles 
must be defined and clarified to ensure consistency. Section 43 of the Constitution of 
South Africa, 1996, provides that legislative authority is responsible for representing 
the public, approving policies and laws as well as conducting oversight on the policy 
implementation process by departments, while the executive committee is 
responsible for coordinating policy making and enforcing compliance in government 
departments” While the “departments and public servants are responsible for 
execution policies on the ground and accounting to the executive for failing to honour 
the mandate” (Constitution of South Africa, 1996).  
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“Although the judicial authority is part of the government, its role in policy making or 
implementation is limited since it strictly deals with the protection of citizens’ rights 
pertaining to any dissatisfaction experienced with regard to the provision of public 
service delivery” (Labuschagne: 2004). “The Constitution of the Republic of South 
Africa, 1996, provides for the independence of the judiciary and protects judicial 
independence by prohibiting any interference with the functioning of the courts. It 
further imposes a duty on organs of state to assist and protect the courts to ensure, 
amongst other things, their independence, impartiality, and efficiency. This implies that 
the judicial authority is an independence state organ that is expected to settle disputes 
between the legislative and executive authority without any influence or pressure from 
the government; for example, if any state organ has violated the rights of citizens, it is 
the responsibility of the judicial authority to intervene and protect citizens’ rights 
through its institutions” (Constitution of South Africa, 1996). Below is a diagram that 
illustrates the representative structure of each level of government machinery. 
 
Table 1. Table of structural government machinery 
 





















Source: Table 1 created by the author (2020) 
 
3.2.1.2 The relationship between national, provincial and local government in 
the democratisation of public service delivery in South Africa 
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Section 41 (1) (h) of the Constitution of South Africa, 1996, mandates that all spheres 
of the government must collectively share responsibilities for matters of public service 
delivery by cooperating to strengthen relationships and build mutual trust in order to 
avoid legal proceedings against one another. “For example, national and provincial 
government should not obstruct the local government in its capacity to exercise the 
powers and functions (i.e. formulating municipal by laws by-laws) unless the local 
government is failing to fulfil its constitutional mandate with regard to public service 
delivery” (Constitution of South Africa, 1996). To elaborate further on this example, 
section 139(1)(c) grants a provincial executive power to intervene when a municipality 
cannot or does not fulfil an executive obligation in terms of the Constitution. Although 
this may also apply to provincial government, it is often practiced in local government. 
“For example, in case of poor performance, the provincial government can intervene 
by placing the affected municipality under administration in order to create stability and 
ensure continuation of public service delivery” (Constitution of South Africa, 1996). 
Another example in this regard is Tshwane Municipal Council that was dissolved 
recently by the Gauteng provincial government following poor administrative 
performance.  
 
3.2.1.3 The role, powers, and functions of national government in the 
democratisation of public service delivery in South Africa 
 
Section 44(1)(b) of the Constitution of South Africa, 1996, mandates that the national 
government of South Africa consists of Parliament, cabinet, and different departments. 
“These components carry out functions as prescribed by the Constitution, for example, 
Parliamentary structures such as the National Assembly and National Council of 
Provinces approve laws and policies after consensus was reached in Parliamentary 
debates and processes. However, these components perform different task with the 
common objective of supporting the Constitution” (Constitution of South Africa, 1996). 
In terms of section 42(4) of the Constitution of South Africa, 1996, the National Council 
of Provinces (NCOP) ensure that both provincial and local government are directly 
represented in Parliament. As indicated earlier in section 3.1.2, the role of the National 
Council of Provinces, amongst other things, includes proposing or amending any 
legislations that support the interest of the province and local government after 
consultation with the relevant structure during the policy making process. In contrast, 
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the NCOP may also reject any policy or legislation that does not represent the 
provinces and local government. “This implies that the interdependence between 
government spheres is the core aspect of government for effective public service 
delivery in South Africa. The effectiveness of the NCOP strengthens government’s 
capacity to represent people from the ground as prescribed by the Constitution” 
(Murray and Nakhjavani 2006) 
 
Chapter 6 of the Constitution states that the president who is elected by Parliament 
appoints cabinet ministers who act as executive committee of the government. “The 
primary role of each minister is to act as a political head of a particular government 
department in order to monitor and evaluate the implementation government policies 
during the public service delivery process from departments. This may include 
enforcing compliance of government policies on public administration process. For 
example, the National Development Plan 2030 states that the security sector must 
ensure that every citizen is safe and that their property is protected, the minister of 
police must ensure that the strategic plan aimed to achieve said objective is well 
implemented and the results are in line with the constitutional mandate” (Constitution 
of South Africa, 1996). 
 
In order to achieve effective public service delivery, schedule 1 of the Public Service 
Act, 1994, lists all national departments and provincial administrations. “Furthermore, 
schedule 2 lists all provincial departments in each provincial administration, while 
schedule 3 lists all organisational components. Each government department is 
responsible for executing the laws and policies decided by Parliament or cabinet while, 
government departments are headed by director’s general who appoint the public 
managers and servants to do the work of the government through various 
departmental programmes” (Public Service Act, 2004). However, “the implementation 
of government policies requires budget in order to meet the objectives of the 
government policies e.g. NDP 2030. This implies that each department is required to 
prepare its budget for its work in terms of the Public Finance Management Act 01 of 
1999, for example, the financial plan that lays out spending for the upcoming quarter 
or fiscal year. This plan must include all the resources required by the department, 
from salaries of personnel to operational resources” (Public Finance Management Act, 
1999). 
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In terms of the Public Finance Management Act of 1999, the departments’ budgets 
must be placed into one national budget by the treasury (Department of Finance) so 
that it can be approved by Parliament. The responsibility of the treasury is to balance 
the income of each department to determine if the draft budget is realistic and 
achievable. “Although it seldom happens that Treasury awards departments 
everything they have asked for; the basic aspects of the budget are covered. In support 
of the policy implementation process, the office of the president coordinates the 
implementation process by providing direction and strategic support to ministers. For 
example, conduct monitoring and evaluation on overall performance towards 
achieving government goal. In South Africa, the Department of Planning Monitoring 
and Evaluation plays this role” (DPME, 2007:06). The primary purpose of monitoring 
and evaluation is to enhance capacity building by encouraging public institutions to 
evaluate their performance for effective public service delivery. Moreover, “the 
Department of Public Service and Administration sets policies and frameworks of 
Public Service at both national and provincial level. However, this role may be 
extended to local government level where municipalities will be expected to comply 
with the policies prescribed for public service delivery in a democratised South Africa” 
(DPSA 2007) 
 
“This implies that the national government has an oversight role from both provincial 
and local government. The national government provides funding for both provincial 
and local government for effective and efficient public service delivery. In order to 
strengthen its authority, national government has established the department of 
provincial and local government (which resides at the national level), which is 
responsible for national co-ordination of provinces and municipalities. While in each 
province, provincial departments of local government monitor and support 
municipalities. Both provincial and local government account to the national 
government for failing to meet their mandate” (Constitution of South Africa, 1996). 
“This has strengthened the authority of the government with regard to monitoring 
compliance and performance in the democratisation of the public service delivery 
process. It has also improved the relationship between the three government spheres 
towards achieving the common objective of effective public service delivery” (Hauge: 
2001). 
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3.2.1.4  The role, powers, and functions of provincial government in the 
democratisation of public service delivery in South Africa 
 
Section 43 of the Constitution of South Africa, 1996, prescribes that provincial 
government is responsible for the implementation of government policies for effective 
public service delivery in South Africa. “Currently, the South African government is 
composed of nine provincial governments aimed at providing public service delivery 
to the people guided by the Constitution, for example, Western Cape and Limpopo. 
The Constitution of South Africa, 1996, further provides that each province legislature 
must consist of between 30 and 90 members who will be responsible to approve 
legislation and also pass the annual budget” (Constitution of South Africa, 1996). 
“Provincial budget is guided by the Public Financial Management Act (Act 1 of 1999) 
and the provincial treasury evaluates the budget before it can be submitted to the 
Parliament” (PFMA, 1999). Like the president in national government, the premier 
appoints Members of the Executives (MECs) to lead provincial department as political 
heads as it is the case with the ministers in national government (Cameron 2010). 
 
The Constitution of South Africa, 1996, provides that the provincial government must 
be headed by a director general (DG) while provincial departments are led by a deputy 
director general (DDG) or head of department (HoD). “Both DG and DDG are 
responsible for employing directors and public servants to conduct public 
administration duties for the provision of public service delivery” (Constitution of South 
Africa, 1996). “The provincial government is the stronghold of democratised public 
service delivery since it only deals with the implementation of public policies from 
national government. Thus, most public servants fall under provincial government from 
twelve provincial departments on each province, amongst others finance, education 
and agriculture. Although the names of the department may be slightly different, they 
present the same development agenda adopted from national policy such as the 
National Development Plan” (Lodge 2005:03). 
 
In support of the policy implementation process, the Constitution of South Africa, 1996, 
prescribes that each province is expected to develop a Provincial Growth 
Development Strategy (PGDS) that lays out the general framework and plan for 
economic development and improved public service delivery. However, “development 
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of this strategy should be based on the prioritised objectives of the particular province, 
but it should be aligned with the national developmental agenda. As it has been 
indicated earlier in section 3.1.3.2 of this study, provincial MECs and departments of 
local government are responsible for coordination, monitoring and support 
municipalities in each province” (Constitution of South Africa, 1996). 
 
3.2.1.5  The role, powers and functions of local government in the 
democratisation of public service delivery in South Africa 
 
The Constitution of South Africa, 1996 provides for three categories of municipalities 
(metropolitan, district and local) comprising of eight (8) metropolitan, forty-four (44) 
districts and approximately two hundred and sixty-six (266) local municipalities which 
are regarded as the frontline public service providers to various communities. 
Municipalities were established in terms of section 155 (i) of the Constitution of South 
Africa, 1996. Like national and provincial government, the Constitution prescribes that 
each municipality must be composed of elected council members who will be 
responsible for decision making including approving policies and passing the budget 
for each year. According to the Constitution of the Republic of South Africa, 1996, 
each person who may vote for a municipal council may become a member of a 
municipal council, when so elected or nominated by the appropriate political party.  
 
However, “no employees of a municipal council or any other sphere of government; 
no person who is unfit to vote; and no member of the National Assembly, the National 
Council of Provinces, a provincial council or another municipal council may be elected 
or nominated to a municipal council. Furthermore, the council must also decide on 
developmental plans and public service delivery for their municipal jurisdiction. Section 
155 of the Constitution of South Africa, 1996 provides that the work of the council must 
be coordinated by an elected mayor who will be assisted by councillors in an Executive 
Committees or Mayoral Committee It is the responsibility of the Mayor and the 
Executive Committee to conduct oversight on the operations of Municipal Managers 
and department heads. However, in small municipalities, the whole council may form 
the executive which can be regarded as the plenary executive” (Constitution of South 
Africa, 1996).  
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The Municipal System Act of 2000 provides that a Municipal Manager and his 
management must coordinate the employment of administrative staff for effective 
implementation of all programmes approved by the council in terms of section 155 (1) 
of the Constitution. Below is a brief explanation on the categories of municipalities 
from Category A-C.  
 
Firstly, Metropolitan municipalities (Category A), “which exist in the six biggest cities 
of South Africa. These municipalities have more than 500 000 voters and coordinate 
the delivery of services to whole areas within their jurisdiction. Examples of these 
municipalities are situated in the cities such as Johannesburg, Cape Town, EThekwini 
and Tshwane. These municipalities are broken into wards of which half of the 
councillors are elected through proportional representation ballot (voters voted for the 
party) while other half is elected by residents as ward councillors” (Constitution of 
South Africa, 1996). 
 
Secondly, Local municipality (Category B). “These are the municipalities that fall 
outside the six metropolitan municipal areas. Currently, South Africa has two hundred 
and thirty-one (231) of these municipalities. Like Metropolitan municipalities, local 
municipalities are divided into wards that represent the residents of the particular area. 
There is uniformity with regard to councillors’ election between metropolitan 
municipality and local municipality. Half of the councillors are elected through 
proportional representation while the other half is elected by the residents” 
(Constitution of South Africa, 1996). 
 
Thirdly, District municipalities (Category C). “These municipalities are made up of a 
number of local municipalities that fall in one district. There are usually between 3 and 
6 local municipalities that come together in a district council and there are 47 district 
municipalities in South Africa. Some district municipalities also include nature reserves 
and areas where few people live. These places are called District Management Areas. 
These fall directly under the district council and have no local council. The district 
municipality has to co-ordinate development and delivery in the whole district. It plays 
a larger role in areas where local municipalities lack capacity to deliver. It has its own 
administration aimed at providing public service delivery to the communities” 
(Constitution of South Africa, 1996). 
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While metropolitan municipalities are responsible for all local services development 
and delivery in the metropolitan area, local municipalities share these responsibilities 
with district municipalities. Section (156(4) of the Constitution of South Africa, 1996, 
states that municipalities may broadcast and administer bylaws for the efficient 
administration of any matters it is entitled to administer. “National and provincial 
government may by agreement delegate to a municipality any matters contained in 
Part A of Annexure 4 or Part A of annexure 5 of the Constitution, in cases where the 
specific matters could more efficiently be handled locally, and the specific municipality 
has the capacity to administer it (Section 156(4)). According White Paper on Local 
Government, 1998, municipalities have a central responsibility to work together with 
local communities to find sustainable ways to meet the community members’ needs 
and improve the quality of their lives. It discusses the characteristics, sets out a series 
of development outcomes and proposes several tools that can assist local government 
to fulfil its developmental role” (Constitution of South Africa). 
 
3.2.2 The Role of the Municipal Systems Act of 2000 in the democratisation of 
public service delivery in South Africa  
 
“The Act governs the way municipalities go about performing their primary mandate of 
public service delivery in democratised society. The Act established a framework for 
municipal planning and performance management as well as systems for 
municipalities to report their performance. It also sets out frameworks to govern 
service tariffs as well as credit control and debt collection. Furthermore, the Act 
provides details on why and when the provincial government can place a municipality 
under administration. Hence, the Municipal System Act of 2000 could be regarded as 
the foundation on which the implementation of the new local government system is 
built. The Act is the result of the need to set out core principles, mechanisms and 
processes that give meaning to developmental local government, empower 
municipalities to move progressively towards the social and economic upliftment of 
communities and provide basic services to all people. The Municipal Systems Act 
(Republic of South Africa, 2000) provides for participation of communities in their own 
development” (Constitution of South Africa, 1996). 
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3.2.3 The Role of the Municipal Structures Act of 1998 in the democratisation 
of public service delivery in South Africa 
 
“The Municipal Structures Act of 1998 defined how municipalities were to be 
established, the categories and types of municipalities, the composition, membership, 
operation, and dissolution of municipal councils, and how the functions and powers of 
municipalities were to be divided between different categories. It also defined the roles 
and responsibilities of office-bearers in municipalities” (Alexander and Kane-Berman, 
2011:6). “Public Service Culture Front Office - Citizen interface -Service Centres -
CDWs External Communication - Citizen focus -Consultation -Information Back Office 
-Structure -Systems -Processes Internal Communication -Staff focus -Organisational 
culture -Morale 68 The Municipal Structures Act (Act No. 117) of 1998 gives 
councillors the role of:  
  Identifying and prioritising the needs of communities living within a specific 
municipal area;  
  Developing strategies and programmes to address these communities’ needs, 
considering the financial account and economic implications of the proposed 
service;  
  Determining the methods/mechanisms for delivering services; and developing 
criteria for evaluating performance in service delivery” (Venter, 2007:88).  
 
“The work of service provision requires that public officials should behave in a certain 
way. Obviously, public service delivery entails more than simply providing water and 
lights. Authorities such as municipalities have been made responsible for the provision 
of services in this ideal manner. Service provision must aim at providing satisfaction 
as an objective. People must be satisfied with the services they receive. Satisfaction 
may be ensured by getting the people to participate in the processes that lead to 
service provision” (Constitution of South Africa, 1996). Minnie (2000:89) argues that 
service quality, service satisfaction and service value can be seen as indicators of 
levels of public service delivery. Public service provision has many indicators when it 
comes to issues of satisfaction, value, and quality. “Considering the dominant view 
that people must be treated with respect as clients, service delivery means that service 
must be provided to the people as an implementation of the policy position that the 
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government has taken. This, however, must not be done randomly. There must be 
acceptable levels and standards of service delivery” (Constitution of South Africa, 
1996).’ 
 
3.2.4 The Role of the White Paper on Transforming Public Service Delivery 1997 
in the democratisation of public service delivery in South Africa 
 
“The White Paper on Transforming of Public Service Delivery was published on 24 
November 1995 and sets out eight transformation priorities amongst which 
Transformation Service Delivery is the key. This is because a transformed South 
African public service is to be judged by one criterion above all, namely effectiveness 
in 64 delivering services which will meet the basic needs of all South African citizens. 
The goal of the public service transformation programme is therefore to improve 
service delivery” (White Paper on Transforming Public Service Delivery, 1997:9). The 
purpose of the White Paper is to provide a policy framework and a practical 
implementation strategy for the transformation of public service delivery.  
 
“It concerns the way public services are to be provided, improving efficiency and the 
effectiveness in the way that services are to be delivered and not what services are to 
be delivered. That is, the volume, level and quality of the services will be addressed 
by the relevant members of the executive councils and other executing authorities” 
(White Paper on Transforming Public Service Delivery, 1997:9). Section 1.2 of the 
White Paper on transforming public service delivery states that public services are not 
a privilege in a civilised and democratic society but a legitimate expectation. 
“Therefore, meeting the basic needs of all citizens is one of the five key programmes 
of the Government’s Reconstructive and Development Programme. This means that 
government institutions must be reoriented to make services accessible to all citizens” 
(White Paper on Transforming Public Service Delivery, 1997:10).  
 
According to the White Paper on transforming public service delivery, 1997, improving 
service delivery of public service means redressing the imbalances of the past and, 
while maintaining continuity of services to all levels of society, giving attention to 
meeting the needs of the South Africans who are living below the poverty line as well 
as the disabled and black women living in rural areas who have been previously 
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disadvantaged. “Improving service delivery is also moving away from inward looking 
bureaucratic systems, processes and attitudes. However, there should be a search for 
new ways of working which will put the needs of the public first, better, faster and more 
responsive to the needs of the citizens. It also means a complete change in the way 
services are delivered and should include welfare, equity and efficiency” (White Paper 
on Transforming Public Service Delivery, 1997:11).  
 
 
3.2.5 The Role of the Public Service Act of 1994 in the democratisation of public 
service delivery in South Africa 
 
“The purpose of this Act is to provide for the organisation and administration of the 
public service in a democratised society and to regulate how the conditions of 
employment with regard to terms of office, discipline, retirement and discharge of 
members of the public service should be administered” (Constitution of South Africa, 
1996). Section 3 of Public Service Act of 1994 has outlined the responsibilities of 
ministers and the executive authority in general with regard to the democratisation of 
public serviced delivery. The responsibilities of executive authorities from both national 
and provincial government include amongst other things handling of the appointment 
and career of heads of department, the implementation of actions in relations to public 
service delivery and its members as well as access to documents and information to 
the ministerial authority. Chapter 3 of this Act further emphasises the role of the 
executive authority in structuring of public service while chapter 4 provides guidelines 
with regard to appointment, promotion, and transfer of members from one department 
to another. This Act has been influential in South Africa democratisation of public 
service. Despite the challenges encountered with regard to non-compliance and other 
irregularities, this Act remain relevant in the democratisation of public service delivery 
in South Africa. 
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3.2.6 The Role of the labour relations policy framework in the democratisation 
of public service delivery in South Africa 
 
“The impact and effect of globalisation on South Africa requires the public service, like 
other sectors of the economy, to rapidly adapt to the changing environment. In view of 
the strategic role that the public service has to play in shaping the economic destiny 
of the country, it is necessary for the government to develop labour relations policies 
based upon labour, peace and equality in the work place. In order to achieve this 
objective, the Public Service Act of 1994 has mandated the minister of Public Service 
and Administration to develop a labour relations policy for effective and efficient public 
service delivery” (Public Service Act, 1994). 
 
In recognition of the mandate conferred to the minister, the Act provides that the 
objectives of the policy must be based on the clarification of the role of the public 
service with regard to labour relations matters; for example, representation in labour 
disputes between employer and employees. The policy must provide guidelines on the 
implementation of various regulations governing employment relations in a 
democratised public service delivery. Moreover, the policy must strengthen 
management capacity in decision making in order to sustain consistency in the 
provision of public service delivery. “Section 27 of the Constitution of South 
Africa,1996, provides that labour relations policy has been based on various principles, 
but the key priority of this policy is to promote relationship between the employer and 
employee as regulated by the contract of employment agreed, for example, conditions 
of employment recorded in different collective agreement, including the right to fair 
labour. Despite challenges with the implementation of this policy framework, it has 
impacted positively on the development of public service delivery since employees 
understand their responsibilities and rights” (Basic Conditions of Employment Act of 
1997).  
 
3.2.7 The Role of the Public Finance Management Act of 1999 in the 
democratisation of public service delivery in South Africa 
 
“The Public Finance Management Act of 1999 has been established to regulate 
financial management in the national government and provincial governments. The 
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Act has strengthened the capacity of the government to manage all revenues, 
expenditures, public assets and government liabilities effectively and efficiently in 
general. The Act also provides guidelines on the responsibilities of the officials 
entrusted with financial management of the state; for example, national and provincial 
treasury. This implies that the financial flow of the government must be applied in terms 
of this Act. The structure of this Act entails the following aspects, namely the budget 
allocations procedures for both national and provincial government, appointment of 
accounting officers from different government departments, as well as financial 
misconduct by officials in departments and constitutional institutions. Although this Act 
has been contravened on several occasions by public officials, its effectiveness has 
benefited the country especially on budget allocation and management of revenues” 
(Constitution of South Africa, 1996). 
 
3.2.8 The Role of community participation in the annual budget process 
in the democratisation of public service delivery in South Africa 
 
In order to strengthen democratisation of public services in South Africa, chapter 4 of 
the Local Government: Municipal Systems Act, 2000 (Act 32 of 2000) prescribed that 
municipalities are obligated to create platforms for the local community to participate 
in the affairs of the municipality including preparation of the budget. Furthermore, “the 
Act provides that municipalities are expected to apply its resources including finances 
in order to achieve this objective” (Ndima, 2017:03). For effective implementation of 
the community participation process, “the following aspects must be taken into 
consideration by the municipalities during community consultation process” the 
receipt, processing and consideration of petitions and complaints lodged by members 
of the local community; notification and public comment procedures; public meetings 
and hearings by the municipal council and other political structures and political office 
bearers; consultative sessions with locally recognised community organisations and 
traditional authorities; reports back to the local community” (Molaba, 2016:05).  
 
“It is the responsibility of the municipality to develop strategies, processes and 
procedures to facilitate the community participation process taking into account the 
special needs of people who cannot read or write, people with disabilities, women and 
other disadvantaged groups” (Tshabalala, 2008:06). Those mechanisms must be able 
to facilitate a clear understanding of municipal affairs including the annual budget 
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process. In terms of Section 20 of the Local Government: Municipal Systems Act, 2000 
(Act 32 of 2000) all meetings of the municipal council and its committees must be open 
to the public, including the media, except when it is reasonable to do so having regard 
to the nature of the business. However, “it is the responsibility of the municipality to 
take into account the language preference of the particular municipal area during the 
consultative communication process” (Mbelengwa, 2017:08). This may include 
translation of complex terminology into a preferred language for the particular 
community. Moreover, the municipal council must ensure that the members of the 
public from various social structures including media are invited to attend the budget 
vote meeting.  
 
“In order to facilitate understanding, municipalities must ensure that public information 
is broadcast in the media including newspapers and community radio stations in the 
area. The information must be in the official languages determined by the council while 
considering the language preferred and used by community members within the 
particular municipality” (Mfenguza, 2007:13). “Although not obligated by any legal 
requirement, municipalities with ward committee structures are expected to present 
themselves in political committees in order to facilitate the broad consultative 
processes surrounding each annual budget. In the same manner, municipalities with 
partially decentralised regional administrators may also use these structures for 
effective communication with the community” (Ndima, 2017:04). However, “municipal 
managers must ensure that the annual budget is made public with supporting 
documents immediately after the budget has been tabled and invite local community 
members to submit representations” (Section 22(1)(a)). Moreover, after the budget 
has been tabled, “the council must ensure that the views of the local community are 
taken into consideration. After thorough consideration of all submissions from the 
community, the council must present the mayor with an opportunity to respond to the 
submissions and revise the budget whenever is necessary” (Section 23(1)). 
 
3.3 The Role of chapter nine institutions in the democratisation of public 
service delivery in South Africa 
 
“Chapter 9 institutions are defined as those institutions or a group of 
organisations established in terms of Chapter 9 of the South 
65 | P a g e  
 
African Constitution to guard democracy against poor governance including 
corruption and human rights violations” (Murray, 2006:04). The role of the 
following chapter 9 institutions will be discussed in the following paragraphs. 
 
3.3.1 The Role of the Office of Auditor-General (AG) in the democratisation of 
public service delivery in South Africa  
 
The Auditor-General South Africa is established in terms of Section 181 (1) (e) of the 
Constitution of the Republic of South Africa, 1996, as a state institution supporting 
constitutional democracy. The Constitution of South Africa (Act 108 of 1996) provides 
that the Auditor-General of South Africa is the supreme audit institution of the Republic 
of South Africa. In terms of the Constitution, the role of the Office of Auditor-General 
is to promote financial accountability in government institutions from national, 
provincial and local government for effective public service delivery. According to Van 
der Walt (2002:40), financial accountability is a means of ensuring that public money 
has been used in a responsible and productive manner.  
 
In the South African democratisation of public service, the Auditor-General verifies the 
legality and regularity of financial accounts from government institutions, but also 
ensures compliance in determining whether value for money has been achieved. For 
example, if a government department requested funds for infrastructure development, 
it should comply with the regulations prescribed in terms of the Public Financial 
Management Act of 1999. Moreover, the Auditor-General Act, 1995 (Act No. 12 of 
1995) provides that the Auditor-General has a right to investigate and to enquire into 
any matter, including the efficiency and effectiveness of internal control and 
management measures relating to expenditure by and the revenue of an institution 
whose accounts are being audited. The Act further states that the Auditor-General has 
the right to investigate whether any property, money, stamps, securities, equipment, 
stores, trust money, trust property and other assets of an institution whose accounts 
are being audited by him or her have been obtained in an economical manner, and 
are being applied efficiently and effectively. 
 
Sahgal and Chakrapani (2000: 3) argue that despite its significance in carrying out its 
constitutional mandate in the democratisation of public service delivery in South Africa, 
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the Office of the Auditor-General faces a number of institutional, capacity, structural 
and technical challenges and threats. However, political challenges such as lack of 
sufficient authority to enforce compliance in audit findings and recommendations pose 
a threat to the effectiveness of Auditor-General’s role. This view has been supported 
by Visser and Erasmus (2002: 46) stating that it is important to note that the Auditor-
General’s authority ends with the report and recommendations made to Parliament on 
each audited department. “This implies that the AG has no legal authority to prosecute 
or dispense disciplinary action; this is left to other public institutions such as the 
Director of Public Prosecutors and the Public Protector” (Visser and Erasmus, 
2002:46). 
 
3.3.2 The role of Public Protector in the democratisation of public service 
delivery in South Africa 
 
Thornhill (2011:04) understands that public administration in contemporary society is 
becoming more and more complex as a result of the extensive involvement of the 
government in promoting the general welfare of the society. “Although public officials 
have been granted flexibility in the decision-making authority, public administration 
remains subject to the political structures and they in turn remain accountable to 
society, for example, the voters. Thus, the requirement for public accountability cannot 
be ignored in the democratisation of public service delivery in South Africa” 
(Constitution of South Africa, 1996). In order to strengthen public accountability, 
Chapter 9 of the Constitution of the Republic of South Africa, 1996, provides for State 
Institutions supporting Constitutional Democracy, for example, the Public Protector. 
The Office of the Public Protector has instilled confidence in the South African society 
since it has represented their concern in relation to public service delivery and other 
related matters. Section 181(1) of the Constitution of South Africa, 1996, prescribes 
the functions of the public protector, inter alia, to investigate any conduct in state affairs 
or in the public administration in any sphere of government that is alleged or suspected 
to be improper or to result in impropriety or prejudice. Moreover, Section 182(5) of the 
Constitution of South Africa also contains an important condition prescribing that the 
report of the alleged conduct must be open to the public and remedial action must be 
taken in the interest of the public.  
 
67 | P a g e  
 
In order to strengthen democracy, Section 6(4) of the Public Protector Act (23 of 1994) 
extended the powers and functions of the Office providing that Public Protector is 
competent to investigate on its own initiative or on receipt of complaints for any alleged 
maladministration in connection with affairs of the government at any level. This 
competence includes any abuse or unjustifiable exercise of power or unfair or other 
improper conduct as well as any improper or dishonest act or omission which may 
relate to an infringement of the Prevention and Combating of Corrupt Activities Act (12 
of 2004). Despite its significance in the democratisation of public service delivery in 
South Africa, “challenges such as lack of Public Protector Offices in rural areas has 
been regarded as a misrepresentation of rights for rural communities” (Mubangizi 
2004:8) 
 
3.4 The Role of corporative governance issues in the democratisation of public 
service delivery in South Africa 
 
“Aspects promoting integrated governance in the democratisation of public service 
delivery in South Africa are the planning framework of government, the existence of 
government clusters, the functioning of the PCC and the Integrated Sustainable Rural 
Development Programme and the Urban Renewal Strategy” (DPSA, 2003:12). 
 
3.4.1  Planning framework in the democratisation of public service delivery in 
South Africa 
 
“The basic principle underpinning government's approach to integration is that the 
work of government impacts on the totality of the lives of citizens in an integrated way. 
Irrespective of how government operates, the impact of its work is understood as being 
that of the one entity called government. Therefore, the starting point in building 
integrated governance should be that systems and structures created should serve 
the purpose of ensuring effective and cost-efficient service to improve society's quality 
of life” (DNPC, 2009). It is, for example, not much use to anyone if upon completion of 
the construction of a health clinic or school, the necessary water, electricity, or road 
access remains incomplete.  
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“The basic intention is to ensure that the narrow bureaucratic momentum of individual 
government departments does not unnecessarily reduce the democratic 
Government's overall capacity for speedy and effective delivery” (Democratic 
Governance - a restructured Presidency at work, 2000/2001:14-15). “The recent 
introduction of a Planning Framework for government is designed to integrate and 
synchronize strategic policy processes with the budget cycle” (Overview of 
Government's Programme of Action, 2001/2002:8). Every department of state and 
provincial administration is expected to develop their own planning cycles within the 
overall planning framework of Government as agreed by Cabinet. 
 
“The framework links the electoral, Parliamentary and budgetary cycles, and ensures 
that policy decisions taken by Cabinet inform planning throughout government. DPSA 
(2003:13) provides that the planning framework must include a sequence of activities 
that will culminate each year with a Medium Term Strategic Framework (MTSF) - a 
limited but focused set of medium-term strategic objectives that are shared by all 
spheres of government and inform the Medium Term Expenditure Framework (MTEF) 
that has been in operation for some time. This will ensure that the two wheels of the 
carriage - strategic priorities and budgeting (finance) - are up to equal speed and are 
properly sequenced for government as a whole” (DPSA, 2003:13). 
 
3.4.2 The Role of the Medium-Term Strategic Framework in the 
Democratisation of public service delivery in South Africa 
 
“The Medium-Term Strategic Framework (MTSF) is a limited but focused set of 
medium -term strategic priorities that are shared by all spheres of government and 
inform planning, budgeting, and implementation (see section 3.2.10 (a). It links policy 
priorities, planning and budgeting for government as a whole. The MTSF is the key 
output of a broader Planning Framework, which comprises a sequencing exercise 
(Planning Cycle), that will enhance strategic medium-term prioritization and ensure 
that the policy decisions taken by Cabinet inform planning exercises throughout 
government” (DPSA, 2003). “The overall purpose of the Planning Framework is to 
align government's planning cycles and procedures and to ensure that policy and 
planning inform budgetary processes” (DNPC, 2009). Government sets its key policy 
priorities based on the mandate it receives from the electorate. “These need to be 
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translated into policies and programmes, which are implemented by the various 
agencies. departments and provinces that need to develop their programmes based 
on the policy priorities of Cabinet. This must be synchronised with the Integrated 
Development Plans developed in March every year by Local Government” (SALGA 
2008). 
 
3.4.3 The Role of departments and provinces in the planning framework in the 
democratisation of public service delivery in South Africa 
 
“Departments and provinces commence their planning and review exercise in 
September or October. This entails the development of short-, medium- and long-term 
priorities, the mid-term review, and the mid-term report. They match the planning 
against the previous year, informed by the election mandate, the State of the Nation 
Address of the President, the key policy direction set by the Makgotla, and their cluster 




This chapter has identified the policies and legislative frameworks governing the 
democratisation of public service delivery in South Africa. Furthermore, under those 
policies and legislative frameworks, the role, powers, and functions of the three 
government spheres (national, provincial and local) were discussed including the table 
of structural government machinery. The role of the Public Service Commission was 
highlighted including the role of chapter 9 institutions as the main watchdogs of the 
democratisation of public service delivery in South Africa. Therefore, for this study, 
community participation in the annual budget process was explained as a way of 
improving public participation whereby the public is involved in decision-making 
process of the government. Lastly, the chapter identified the corporate governance 
issues promoting integrated governance in the democratisation of public service 
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                                                        CHAPTER FOUR 
CONCEPTUALISATION AND CONTEXTUALISED EXPLANATION OF 




The purpose of this chapter is to explain the factors influencing the effectiveness and 
efficiency of the democratisation of public service delivery in South Africa. In order to 
understand this phenomenon, the analysis will be based on the contextualised 
theoretical approaches, variables as well as Statutory, Regulatory and Policy 
Frameworks that guide the democratisation of public service delivery in South Africa. 
Moreover, this chapter will identify and explain challenges affecting democratisation in 
South African governance system.  
 
4.2 The context of democratised public service delivery in South Africa 
 
Silima and Auriacombe (2013:08) suggest that in order to deepen democracy in South 
Africa, it is necessary for the government to institutionalise and entrench the principles 
of a democracy through the establishment of a comprehensive statutory and 
regulatory framework. The frameworks include the foundation on the Public Service 
Act 1994, the Constitution Republic of South Africa, 1996, and the Public Finance 
Management Act of 1999 (PFMA). “To ensure effectiveness and efficient public 
service delivery, Batho Pele principles and other administrative ethical codes have 
been established in support of these legislations. These frameworks are the 
mechanism through which the democratisation of public service delivery must be 
facilitated” (Rossouw and Van Vuuren, 2013:177).  
 
In line with Auriacombe (2013:08) views, the role of the government institutions is to 
make laws and execute policies in the democratisation of the public service. “For 
example, the legislative authority makes laws guided by the Constitution of South 
Africa, 1996; on the other hand, the Executive Authority executes such legislation by 
developing policies aimed at providing public service delivery through its National, 
Provincial and Local spheres” (Gumede, 2017:146). “The establishment of these 
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regulatory frameworks should represent citizens’ interest (human rights) with regard 
to decision making, the standard of service delivery, accessibility of the service and 
need satisfaction. However, should any dispute arise between the government and 
the citizens on failure to provide public service, it is the responsibility of the Judicial 
authority to intervene and settle the dispute in order to protect the rights of the citizens 
and hold the government accountable” (Cloete et al., 2018:83). 
 
4.3 Factors influencing effective and efficient democratised public service 
delivery in South Africa 
 
“There is a widely accepted view among scholars, government officials and multilateral 
institutions that an effective state should be central to economic and social 
development” (Kikert, et al., 1997:3; World Bank, 1997; June, 2002:5). “Thus, the 
concept of strategic planning was established in developing countries as a mechanism 
to support the democratisation of the public service. In South Africa, the concept of 
strategic planning was aimed at improving weak and ineffective public service delivery 
that has been seen as a major setback to economic development and sustainable 
development” (Olowu and Saka 2002, Sachs, 2005). Strategic planning in the 
democratisation of the public service in South Africa is essential in building effective, 
efficient, and accountable institutions to address inequality and poverty. 
  
In their article “Strategies to improve service delivery in local authorities” Makanyeza 
et al. (2013:09) argued that effective and efficient public service in democratic society 
can be achieved through proper planning, better decision making and the efficient use 
of resources and also by strengthening accountability for the stewardship of those 
resources. Moreover, effective, and efficient public service delivery is characterized by 
robust scrutiny, which provides important pressures for improving public sector 
performance and tackling corruption. Nunberg (1990:03) supported Makanyeza 
stating that the proper planning and informed decision making may contribute towards 
improving management that leads to more effective implementation of the chosen 
interventions in strategic planning for better public service delivery and welfare of 
citizens. 
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However, the primary role of the government should be facilitating the implementation 
of public policies and a strategic framework in strengthening institutional capacity. The 
World Bank (1997:21) suggests that it is the responsibility of every developing state 
including South Africa to lay down the following fundamental factors in support of 
development, namely policies and other measures to ensure democratised service 
delivery; compliance measures to public administration and management principles; 
steps to ensure service delivery improvement and performance and ways to obtain 
greater citizens involvement. “These are deliberate and purposeful actions required by 
the government to achieve effectiveness and efficiency in the democratised public 
service delivery process” (World Bank 1997:21). Below is a brief discussion of 
fundamentals in the democratisation of public service delivery. 
 
4.3.1. Policies in the democratisation of public service delivery in South 
Africa 
 
According to Dreze and Sen (1999:10), developmental policies refers public policies 
which succeed in empowering people to exercise choices with regard to the quality of 
life that they would prefer to achieve or maintain. This view has been supported by 
Sithole and Mmakola (2018:105) stating that for the government to achieve its 
objective in developing and sustaining its citizens, it should be able to prioritise its 
objectives by developing a policy programme that will be able to achieve successful 
allocation of limited resources. Andreassen (1994:15) argue that the execution of 
policies and acts must meet the need satisfaction of citizens with regard to public 
service delivery; for example, service with direct benefits such as municipal service 
and services with indirect benefits such foreign relations in trade and industry. 
 
Visser (2004:13) argued that the South African public policy context may include, inter 
alia, the Reconstruction and Development Programme (RDP), the Growth, 
Employment and Redistribution Strategy (GEAR), as well as the National 
Development Plan. He further mentioned that these policies were aligned with the 
White Paper on Transforming Public Service Delivery, or the Batho Pele White Paper 
of 1997. Although the RDP was abolished in the early 1990s, its programmes were 
continued in the newly adopted National Development Plan. Leputu et al. (2018:236) 
argue that policies that are increasingly implemented in the National Development 
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Programme are coordinated through ongoing activities and projects. However, “it 
remains the responsibility of the state to ensure that the execution of these policies is 
addressing issues of poverty and inequality” (Sithomola and Auriacombe, 2019:06). In 
terms of the Constitution of the Republic of South Africa, 1996, policies are established 
from the constitutional guidelines and implemented by the Executive Authority in all 
government spheres (national, provincial, and local) and institutions. 
 
4.3.1.1 The role of National Development Plan in the democratisation of the 
public service in South Africa 
 
According to the National Planning Commission (2013:02), the significance of the 
National Development Plan 2030 in South Africa is based on poverty alleviation and 
reduction of inequality by 2030. “According to the plan, South Africa can realise these 
goals by drawing on the energies of its people, growing an inclusive economy, building 
capabilities, enhancing the capacity of the state, and promoting leadership and 
partnerships throughout society” (Zarenda, 2013:04). “The National Development Plan 
(NDP) offers a long-term perspective and it also defines a desired destination and 
identifies the role different sectors of society need to play in reaching that goal” 
(Manuel, 2013:10). For example, with regard to safety and security, every citizen must 
walk safe on the street and their property should be safe from criminals. 
 
In line with the National Planning Commission objectives, Fourie (2015:17) advised 
that the execution of the NDP by the South African government requires a process of 
breaking down the programme plan into key outputs and activities to be implemented 
by individual departments or groups of departments through the Medium Term 
Strategic Framework (2014-2019) guidelines. “For example, the Annual performance 
plan for every department from both national, provincial and local institutions should 
be aligned with the objectives of the National Development Plan 2030 and the 
Medium-Term Strategic Framework respectively” (Fourie 2015:17). 
 
In the South African effort to democratise public service delivery, the National 
Development Plan is failing to address the challenges associated with poverty and 
inequality. According to Mahlaka on Business Maverick (August, 2019:01), the 
National Development Plan intended to provide South Africa with a policy roadmap 
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for, among other things, reindustrialising the economy, improving access to quality 
education and eliminating poverty by 2030. “The National Development Plan has 
achieved little progress since its implementation in 2012. For example, some 
communities in rural areas are struggling to get water and sanitation, while the level 
of unemployment is rising day by day especially among the youth who are university 
graduates” (Fourie, 2015:1). However, regardless of all these challenges, the National 
Development Plan 2030 remains significant in achieving the objectives of the 
government for the democratisation of public service delivery. 
 
4.3.2 Public administration principles in the democratisation of public 
service delivery in South Africa 
 
Fukuyama (2014:17) suggests that the governance capacity of each state is 
dependent on the efficiency and effectiveness of its state organisation or public 
administration. “In each country, the strength of the state machinery depends, first, on 
its democratic political institutions, that make the rule of law effective, human rights 
assured and the government legitimate. It depends, secondly, on the quality of its 
public policies, particularly of their economic and social policies, which lead to the 
achievement of such objectives at a more operational level. Thirdly, it depends on the 
quality of public administration, which implements these laws and policies” (Fukuyama 
(2014:17). 
 
In South Africa, the state administration is guided by several principles including 
structure of the state from national, provincial, and local spheres. Murray and 
Nakhjavani (2006:20) state that the Constitution mandates that there is to be a single, 
united Republic of South Africa divided into three “spheres” namely; national, 
provincial, and local. These spheres are “distinctive, interdependent and interrelated” 
(section 40). Nine provinces have their status and powers secured in the Constitution. 
Koma (2010:13) supported Murray and Nakhjavani’s views stating that the third 
sphere, local government, also has a constitutionally entrenched role. However, “the 
national sphere has oversight powers to direct and intervene in the affairs of provinces, 
and both the national and provincial government share similar powers in intervening 
in the affairs of municipalities. For example, underperforming municipalities and 
provinces can be put under administration” (Uwizeyimana, 2014; Monyepao, 2017). 




“The role of these structures is to execute public policies such as the National 
Development Plan objectives by providing public service delivery to society. However, 
these structures are guided by the public service standard, values and norms that 
promote professionalism” 
(https://www.tni.org/files/download/beyonddevelopmentroleofstate).  “The values and 
standards are important in guiding the government with regard to the appointment of 
public officials. It also gives direction to the government on how provision of service 
delivery can be achieved without compromising the integrity of the state” (Moore, 
1995:11). In order to achieve the effectiveness and efficiency of public service delivery 
in South Africa, the government should appoint qualified and skilful managers based 
on merit or level of expertise. These managers will monitor and evaluate the 
effectiveness of public service of each department and propose alternative measures 
for policy development. In line with Moore’s views, Van der Wal et al. (2008:02) argue 
that it is the responsibility of the state to comply with these democratic principles for 
effective public service delivery on all levels of government. 
 
4.3.2.1 The role of Public Administration principles in the democratisation 
of the public service in South Africa 
 
In terms of chapter 10 of the Constitution, 1996, the significant role of public 
administration principles include the promotion and maintenance of high standard of 
ethics; promotion of efficient, economic and effective use of the resources; 
development of a public administration code of conduct; promotion of impartial and 
equitable public service delivery; promotion of government responsiveness in people 
needs and encouraging public participation in policy making; ability to hold public 
administration officials accountable, and fostering transparency. As mentioned earlier 
in this study, “the promotion of these principles will influence and strengthen state 
capacity in South Africa in providing democratised public service delivery” (Wissink, 
2018:45). Muthien (2004:12) argues that although these principles are aimed at 
influencing the democratisation of public service delivery in South Africa, the 
government is struggling to comply with these principles and these have raised the 
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question whether South Africa will achieve its democratic objectives in line with 
National Development Plan 2030.  
 
This view has been supported by the PSC Report (2005:08), by identifying several 
challenges associated with South Africa’s compliance to public administration 
principles. The report has found that a low level of compliance with the code of conduct 
was identified implying that ethical guidelines are not awarded a high priority; there 
was also a clear lack of performance evaluation frameworks and implementation. 
“With regard to transparency, it was identified that there is a lack of timely and 
accessible annual reports. The capacity of human resource management was 
identified as a threatening factor to the effectiveness and efficiency of democratised 
public service delivery” (PSC 2005:08). Regardless of all these challenges, public 
administration principles remain essential to the improvement of democratised public 
service delivery in South Africa. 
 
4.3.3 Service delivery improvement in the democratisation of public 
service in South Africa 
 
“In order to implement South Africa’s National Development Plan (NDP) 2030 and its 
Medium-Term Strategic Framework (MTSF), government has White Papers aimed at 
transforming the South African public service to be efficient, effective and economical. 
The White Paper on Transforming Public Service Delivery, or the Batho Pele White 
Paper of 1997 are the core aspects of service delivery improvement in South Africa. 
The idea of prioritising citizens’ interest has been embraced as a value that needs to 
be sustained without compromise since 1994” (Hilliard & Msaseni, 2000: 66).  
 
“The White Paper on Transforming Public Service Delivery was published in the 
Government Gazette on 1 October 1997. As indicated earlier in this study, the focus 
of the White Paper was on improving the provision of democratised public service 
delivery in South Africa. In many instances, service delivery has not been improved 
since the publishing of the White Paper in 1997” (Ngidi and Dorosamy, 2013:04). For 
example, service delivery has decreased in most municipalities in South Africa. 
According to DPSA report (2007), poor service delivery in municipalities across the 
country has resulted in public protest actions. 
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Furthermore, “the Municipal Demarcation Board (MDB) (2012:66) reported that 75% 
of district municipalities performed less than 50% of their functions. However, poor 
service delivery has been experienced in public institutions such as Health, where 
clinics experience shortage of medication. The South African Police Service is another 
example in this regard since police brutality has risen to the highest level in history” 
(PSC, 2009:12). It is evident that the government needs to strengthen its capacity to 
enforce compliance in order to achieve effectiveness and efficiency of democratised 
public service delivery. 
 
4.3.4 Performance management in the democratisation of public service 
delivery in South Africa 
 
Armstrong (1994:06) described performance as an act of delivering expected of public 
service in accordance with democratic principles. “It implies that democratised public 
services must be of acceptable standard to society and equitably accessible to 
everyone entitled to it, and that such services should be regularly provided and 
sustained” (Kuye, 2006:03). Daft and Marcic (1998:12) described institutional 
performance as an institutional ability to attain its objectives by using resources in an 
efficient and effective manner. Before discussing this aspect further, it is necessary to 
understand the interdependence between efficiency and effectiveness in 
democratised public service. 
 
4.3.4.1 The interdependence between Efficiency and Effectiveness in the 
democratisation of public service in South Africa 
 
“Efficiency is the extent to which inputs are optimally used to produce results. This 
implies that efficiency is about the attainment of an objective or goal where inputs 
justify the benefits of what is received. It can be argued that efficiency means 
performing functions in the right way” (Visser and Erasmus, 2002:368). In their attempt 
to measure the interrelatedness of these concepts, Smallbusiness.chron.com 
(2019:03) argues that efficiency in workplace is all about the time it takes to do 
something, for example, completing a given task with the least amount of resources 
possible by utilising certain time saving strategies. 
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“Effectiveness refers to the extent to which inputs accomplish outcomes or 
achievement of maximum outcomes by selecting optimal mixes of inputs” (Visser and 
Erasmus, 2002:368). This view has been supported by Cloete (1998:110) arguing that 
the extent of need satisfaction should be in line with the original programme of action 
on the set priorities. “This implies performing the right functions and achieving 
expected or maximum results, for example, building 200 RDP houses in a prescribed 
programme of action and budget allocated. In line with SmallBusinessChron.com, 
efficiency does not automatically lead to effectiveness, but the interdependency 
becomes clear when efficiency complements effectiveness” (Cloete 1998:110). 
 
4.3.4.2 The significance of Performance management in the 
democratisation of public service in South Africa 
 
“Performance management in South African democratised public service delivery has 
been adopted from Batho Pele principles, including value for money, results-based 
governance, service excellence, customer care, and outcome-based governance” 
(Van der Walt, 2004:135). “Performance management has been influenced by the 
paradigm of New Public Management (NPM) in which monitoring, and evaluation have 
been emphasised to meet the objectives of Batho Pele principles based on the above-
mentioned aspects. According to Van der Walt, the significant role of performance 
management is largely dependent on how public service is provided and how it 
satisfies the society” (Van der Walt 2004:135).  
 
Pillay (2003:03) argues that the role of performance management is to improve the 
capacity and capability of management as well as employees in democratised public 
service delivery. PSC (2007: Vii-ix) stated that performance management can be 
achieved by focusing on management aspects such as management style, diversity, 
change, and organisational transformation. Furthermore, employee capacity and 
performance should be prioritised by providing training to public officials to rectify poor 
performance and unethical behaviour. “Although performance and service delivery in 
South Africa is slowly improving, the government should ensure that training of public 
managers is conducted in order to conduct the monitoring and evaluation process” 
(Uwizeyimana, 2020a; Uwizeyimana, 2020b). Van der Walt (2004:135) suggests that 
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service delivery improvement programmes would be an influential mechanism to 
monitor public service performance in a democratised South Africa. 
 
4.3.5 Citizens involvement in the democratisation of public service 
delivery in South Africa 
 
Before discussing citizen’s involvement in the democratisation of public service in 
South Africa, it is necessary to understand the concept of citizen. The Collins English 
Dictionary (1982:278) describes it as “native or naturalised member of a state, nation 
or other political community; inhabitant of a city or village.” However, Akinboade et al. 
(2013:07) politically describe citizens as a naturalised member of the state, e.g. the 
Republic of South Africa. In order to understand the role of citizens in the broad political 
arena, the DPSA (2008:09) describes citizens’ involvement as a system that 
influences development initiatives between the government and the people through 
engaging people in the decision-making process.  
 
In terms of section 3 of the Constitution, 1996, citizens are equally entitled to the rights, 
privileges, and benefits of citizenship. “On the other hand, citizens are equally subject 
to perform duties and responsibilities of citizenship, for example, getting educated to 
gain knowledge in order to perform official duties to improve development in South 
Africa. This implies that the government and the citizens are obligated to work together 
in order to support the democratisation of public service in South Africa. The 
government must consult citizens on how they want to be served and the government 
will develop public policies based on what people need” (Constitution of South 
Africa,1996). Pollitt (2004:98-99) argues that the government can involve citizens in 
different ways including informing, consulting, and creating public participation 
platforms. In support of Pollitt’s views, Robbins et al. (2008:03) state that involving 
citizens in decision making is essential and builds one-way relationship. 
 
4.3.5.1 The significance of citizens’ involvement in the democratisation of 
public service 
 
According Setälä (2014) involving citizens will promote democratic governance and 
community empowerment. “Increasing participation by civil society improves its 
80 | P a g e  
 
confidence in government while proving that society is increasingly becoming 
knowledgeable about their rights and can therefore hold government accountable” 
(NPOA, 2014:42). “For example, educating society about their constitutional rights 
may enable them to stand up for their rights and challenge government for the 
misrepresentation of rights. It will encourage them to participate in government 
programmes and share inputs for effective service delivery. In order to understand the 
impact of citizens’ involvement, the South African government needs to strengthen this 
practice from the municipalities or local government” (NPOA 2014:42).  
 
In line with Setala’s (2014) views, Robbins (2008:08) further emphasises that citizens’ 
participation in local governance will assist ordinary citizens assess their own needs 
and participate in local project planning and budget monitoring. Owen et al. (2008:11), 
in their article “Improving public participation in resource protection” argue that citizens’ 
engagements on policy issues is important for improving public resource management 
and reducing corruption, by making public servants and political leaders accountable 
to the people.  
 
“For citizen participation to work, transparency of government information is needed, 
as well as the inclusion of members into decision making from groups whose concerns 
are being addressed” (Uwizeyimana, 2017). Du Toit (2004:07), suggests that 
excluding the weak and powerless from decision making is a cause of poverty because 
it denies their rights and creates unequal power relationships. “For example, Brazil 
has addressed this by introducing a number of mechanisms to enhance citizen 
participation, including its participatory budget and its public policy councils from 
grassroots including poor communities” (Du Toit (2004:07). 
 
“Citizens participation in South Africa remains ineffective due to the lack of knowledge 
in communities with regard to human rights and policy making” (Cloete, 2018:23). 
“Citizens remain marginalised especially in rural communities were transparency in 
the governance process is lacking. The government capacity to strengthen this aspect 
is poor and communities resort to public protests for democratised public service 
delivery” (Booysens, 2009:18). Regardless of all these challenges, citizens’ 
involvement remains the core aspect in the democratisation of public service. As 
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indicated earlier in this study, “democracy is centrally concerned with the relationship 
between the citizens and the state” (Mawhood, 1993:10). 
 
4.4. Challenges to the democratisation of public service delivery in South 
Africa 
 
“Although much has been accomplished, there are several challenges to the 
democratisation of public service delivery in South Africa. These include lack of public 
participation, lack of accountability and transparency, corruption, poor human 
resource management, maladministration, and poor project management. While some 
of these challenges are the result of exclusionary apartheid laws, elements of 
ineptitude, greed, and an unfounded sense of entitlement in the case of some public 
servants exist. The prevalence of corruption in some departments, for instance, can 
be traced back to moral bankruptcy and a lack of professionalism in the case of some 
individuals” (DPME, 2019:10). 
 
4.4.1 Lack of public participation in the democratisation of public service 
in South Africa 
 
Dukeshire & Thurlow (2002:1) noted that even though governments around the globe 
recognise the importance of public participation, there are real challenges such as lack 
of understanding of the policy process, lack of resources, reliance on volunteers, lack 
of access to information, poor representation of rural communities, poor relations 
between government and rural communities and time and policy time-line restrictions. 
On the other hand, Maseng (2014:33) relates the limitations of public participation to 
only four elements which are institutional, cultural, knowledge and financial. 
  
Although public participation is conducted in South Africa’s the democratisation of 
public service, the effectiveness of this aspect remains questionable. According to 
Sebola (2017:08), effectiveness of public participation depends on the government’s 
ability to develop an effective communication strategy between communities and 
government. Effective communication may include direct consultation with the relevant 
stakeholders including society structures. In the case of South Africa, the level of 
communication is poor between the government and society especially in rural 
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communities. Mphahlele (2013:12), in his article “Nothing about us, without us” states 
that rural communities are rarely informed of new development projects in their areas.  
 
Moreover, Sebola (2017:08) argues that public participation in South Africa is 
negatively affected by limitations such as the language barrier, geographical distance 
and lack of resources. For example, there are limited government communication 
offices in rural areas and people are unable to engage government with regard to their 
societal challenges. Although there are several contributing factors (e.g. lack of 
interest in politics) to this challenge, it was reported that the government’s failure to 
acknowledge the inputs of citizens is a major contribution to the problem. In line with 
Maphahlele’s views, PSC (2009:14) reported that failure of government to involve 
citizens in their policy-making process leads to a divided society and protest actions. 
 
4.4.2 Lack of accountability and transparency in the democratisation of 
public service in South Africa. 
 
“Political neutrality of public officials has been often valued as a one of the 
requirements of public accountability. However, it has been challenged by the 
increasing power of political office bearers to exert influence on the democratisation 
of the public service” (Haque, 2000:607). “Decisions with regard to the appointment, 
dismissals and retirement of top officials in municipalities are increasingly being based 
on political considerations and the preferences of politicians” (Nealer, 2007:180). “For 
example, the politicisation of the municipal appointments in senior post such mayor 
and municipal mangers impacts negatively on political neutrality and ultimately public 
accountability since these individuals’ appointment does not consider skills and 
knowledge or background in the public administration sector” (Masuku, 2019:13). This 
has been worsened by the introduction of contract-based appointments. According to 
Nealer (2007), the influence of political office bearers on senior municipal officials, 
especially where their appointments are short-term contracts, will make them more 
loyal to their political heads while ignoring accountability to the public. “Consequently, 
politicians themselves become less accountable to the public and corruption is likely 
to thrive under such conditions” (Nealer, 2007:176). In his address to DGs and HoDs 
in 2010, President Zuma asserted that, “The failures in our government are not mainly 
caused by any significant lack of capacity. The simple truth is that we face a crisis of 
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accountability” (PSC, 2010:09). “Lack of accountability has influenced the level of 
corruption in the democratisation of public service in South Africa. Political office 
bearers influence the decisions and appoint their comrades regardless of the level of 
expertise. This assists them in pursuing corruption on different levels of governance 
including tender allocation and manipulation of the project management process. 
Tenders are allocated to comrades in order to strengthen their self-interest partnership 
in the political agenda” (Sikhakhane and Reddy 2011;15). According to these two 
authors, politicisation of public officials has compromised the partnership between 
society and government. Unlike before, civil society is unable to play an advocacy role 
that encourages communities to take part in policy development and the project 
management process. 
  
“Lack of accountability has compromised effectiveness of transparency in the 
democratisation of public service delivery in South Africa since communities are not 
informed about government’s decisions with regard to public service delivery” 
(Armstrong & Lenihan, 1999:57). “Communities are watching on the side-lines while 
government implements its policies. For example, people in rural areas are not 
consulted by their local municipality with regard to the housing project allocation 
process. They are encouraged to apply for homes with little information on how the 
process unfolds, and as a result government builds RDP houses in isolated places 
and people are reluctant to occupy the houses. The houses remain unoccupied with 
the result that criminals utilise such houses for their criminal activities” (Mphahlele, 
20:13). 
 
4.4.3 Corruption in the democratisation of public service in South Africa 
 
Hall (2012:1) argues that corruption wastes public money by diverting it into the hands 
of corrupt politicians, businesses, and their agents. It perverts public policy decisions 
by buying decisions which suit the interests of the rich and powerful elite. According 
to Hall, corruption steals wealth from countries and places it in tax havens for the 
benefit of corrupt officials. “The bigger problems concern the corrupt networks of 
senior officials, politicians, and domestic and foreign businesses. Government 
contracts and privatisation are at the heart of these systems” (Rose-Ackerman, S., 
1997). “Policies which favour privatisation also create the conditions that are most 
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favourable to corruption, for example, the Broad Based Economic Empowerment 
(BBEE) policy that regulates the tender allocation process” (source:www.psiru.org). 
 
According to Pillay (2004:03), the effect of corruption in South Africa has seriously 
constrained development of the national economy and has significantly inhibited good 
governance in the country. “South Africa's complex political design is a contributing 
factor to the rise of corruption, which has adversely affected stability and trust and has 
damaged the ethos of democratic values and principles such as Batho Pele. Although 
the South African government has been instrumental in mechanisms to fight the evils 
of corruption, practical problems have increasingly emerged over the years” (Pillay 
2004:03). “An example of petty corruption in South Africa includes bribes for public 
services. Another form of corruption is when people are expected to pay bribes in order 
to get the service they are entitled to from a public employee” (Van Vuuren, 2004:13). 
“The employee is making use of his or her position to get extra income, at the expense 
of citizens. Another typical example is the payment of bribes to Home Affairs officials 
to be issued with passports and related identity documents. Furthermore, water 
workers are bribed to record false meter readings while customs officials are bribed to 
allow goods to be smuggled into the country without paying excise duties” (Masawi, 
2017:19). 
 
4.4.4 Poor human resource management in the democratisation of 
public service in South Africa 
 
Erasmus et al. (2005:06) suggest that the scope of public service delivery in South 
Africa has changed since the country gained democracy in 1994. “The democratisation 
of public services is now provided to a much larger and more demanding society that 
is increasingly more informed about their rights and obligations. Human resource 
management in the democratisation of public service in South Africa has the more 
challenging task of ensuring that employee performance meets the complex 
expectations of the growing and informed society, as well as political leaders” (Khimba, 
2011:02). 
 
“The challenges of human resource management in democratised public service in 
South Africa has been largely dependent on the African Union Agenda 2063, as the 
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vision of “an integrated, prosperous and peaceful Africa.” The agenda requires 
uniformity in governance, driven by the country’s own citizens” (APRM, 2014:12). “Like 
other African states such as Ghana, Zambia, and Kenya, South Africa has several 
human resource management challenges that negatively impact the democratisation 
of public service” (African Union 2015). According to the African Union (2015:10), 
these challenges need to be addressed by the South African government in order to 
achieve effective and efficient public service delivery. Below is a brief explanation of 
challenges in human resource management in democratised public service in South 
Africa. 
 
“Due to over-centralisation of decision-making systems at service commissions, there 
is a serious delay in processing of personnel matters from public service delivery 
points to public service commissions, for example, the reporting of proposed policy 
issues and new strategic direction. The lengthy and multiple levels involved in 
processing and authorisation of administrative human resource management reports 
may cause a delay in addressing urgent matters that may affect operations of the 
organisation on a daily basis” (Seabra, 2010:02). “The long process of conducting 
assessment of human resources has contributed towards a poor work culture, and 
lack of discipline and professionalism in general. Besides centralisation of decision-
making systems, additional challenges such as weak performance management 
systems, absence of competence-based training for public officials and politicisation 
of appointments to public service positions are involved” (Erasmus, 2005:15). 
 
4.4.5 Maladministration in the democratisation of public service in South 
Africa 
 
Mhlauli (2011:08) described maladministration as the actions of a government body 
which can be seen as causing an injustice. However, the definition of 
maladministration is wide and can include the following: “delay of public services; 
incorrect action or failure to take any action; failure to follow procedures or the law; 
failure to provide information; inadequate record-keeping; failure to investigate; failure 
to provide feedback to citizens; misleading or inaccurate statements; inadequate 
liaison; inadequate consultation as well as unfulfilled promises by the government” 
(Mbao and Komboni, 2008:13). 
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“Maladministration and corruption remain the key issue derailing democratised public 
service delivery in South Africa” (internet source:https://infrastructurenews.co.za). 
Former Deputy Public Protector, Adv. Kevin Malunga, during his address at the 3rd 
GovLaw Conference, stated that “maladministration delays the fulfilment of 
democratised public service delivery and compromises the government mandate in 
terms of the Constitution of South Africa, 1996. Maladministration in the 
democratisation of public service in South Africa has been viewed as a detrimental 
factor in redressing apartheid imbalances and gender inequalities” (Malunga 
(2014:23). “While failure to follow normal tender procedures; complaints relating to the 
tender advertisements or documents; adjudication or consideration of tenders; 
cancellation of contracts and allegations of corruption, fraud or bribery, constitute 
maladministration in case of public procurement. This implies that it is the 
responsibility of the government to implement a comprehensive regulatory framework 
to ensure that the state procures goods or services in a manner that is fair, equitable, 
transparent, competitive and cost-effective” (Cameron, 2008:23).  
 
Furthermore, Public Service Regulations, 2016, require senior management service 
(SMS) members to disclose their financial interests annually. However, 
“noncompliance in this regard remains a challenge since the PSC discovered that 
there is an actual conflict of interest regarding the disclosed financial interests in 
different government departments in South Africa” (DPSA (2016:05). In support of this 
view, the DPSA (2016:05) reported that a number of government employees had been 
found to be doing business with the state and the majority have failed to disclose their 
financial interests as prescribed by the Public Service Regulation, 2016. 
“Maladministration in the democratised public service violates the values and 
principles governing the public administration as stipulated in section 195(2) of the 
Constitution; decisive measures are required from the government in order to tackle 




The focus of this chapter was to identify factors influencing the democratisation of 
public service delivery in South Africa. Furthermore, the chapter discussed the 
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challenges affecting the effectiveness of the democratisation of public service delivery 
in South Africa. This chapter discussed the impact of service delivery improvement 
and performance management in the democratisation of public service delivery. The 
interdependence between efficiency and effectiveness in the democratisation of public 
service was also discussed in order to evaluate the performance management system 
in a democratic system. Lastly, the chapter identified corruption as detrimental to 
economic development in the country. Although the legislations to combat corruption 
are in place, it was explained in this chapter that the government is failing to enforce 
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              CHAPTER FIVE  
 SYNTHESIS, FINDINGS AND RECOMMENDATIONS FOR THE 
DEMOCRATISATION OF PUBLIC SERVICE DELIVERY IN SOUTH AFRICA 
5.1 Introduction 
 
The objective of this thesis was mainly to describe and analyse, as indicated in chapter 
one, the factors influencing the democratisation of public service delivery in South 
Africa as a core requirement of a developmental state. The democratisation of public 
service delivery was evaluated according to five factors influencing the 
democratisation of public service delivery in South Africa, namely policies (discussed 
in section 4.3.1 of chapter four), public administration principles (discussed in section 
4.3.2 of chapter four), service delivery improvement (discussed in section 4.3.3 of 
chapter four), performance management (discussed in section 4.3.4 of chapter four) 
and citizens involvement (discussed in section 4.3.5 of chapter four). 
 
The ultimate objective of the democratisation of public service delivery in South Africa 
is to achieve maximum needs satisfaction of the citizens by providing basic services 
such as housing, water and health with special focus in addressing inequality and 
poverty. The democratisation of public service delivery was established in 1994 
because the South African government realised the need to restore human dignity and 
sustain quality of life. The government of South Africa is obliged by the Constitution of 
South Africa, 1996, to ensure that individual’s rights are represented accordingly 
(chapter one and chapter three). The Constitution of South Africa, 1996, explicitly 
mandates the government of South Africa to guarantee citizens’ right to access basic 
services and live a better life. The central concept of democratisation is to promote 
good governance through citizens’ participation in government affairs.  
 
The government of South Africa understands that poverty and inequality lasted many 
years during the apartheid regime. Therefore, it is committed towards addressing 
poverty alleviation and inequality that has been shaped by various public policies 
including the RDP which was introduced by the Nelson Mandela presidency (1994-
1999). Other policies such as GEAR (1996-1999) and ASGISA (1999-2008) were 
implemented during Thabo Mbeki’s presidency as alternative policies to sustain RDP 
objectives, while the NDP was adopted recently to enhance development during the 
89 | P a g e  
 
Jacob Zuma presidency from 2011/12 to date, as indicated by Khosa and Muthien 
(1999:23). The democratisation of public service delivery in South Africa has 
encountered different challenges with regard to the implementation of policies and little 
has been achieved since democratisation has been introduced (chapters ne and four).   
 
Chapter five of the minor-dissertation offers a synthesis of the study, taking key 
findings into account to draw conclusions and make recommendations based on the 
problem statement. A qualitative research approach was used in this study with a 
combination of mixed, unobtrusive research techniques. These methods were then 
triangulated to validate the research approach which was then applied by drawing on 
a number of theoretical and other conceptual and contextual factors obtained from the 
literature on the democratisation of public service delivery in South Africa. 
 
In the introductory chapter, the following guiding research question was posed (see 
section 1:2): What are the challenges affecting effective and efficient 
implementation of the democratisation of public service delivery in South 
Africa? This central research question was at the core of the problem statement, as 
discussed in chapter one (see section 1.2). To make the research more effective and 
to interrogate the problems identified in this minor-dissertation, the study was 
subdivided into several secondary research questions and research objectives (see 
sections 1.3. and 1.4). These problems were discussed and analysed in the foregoing 
chapters. The secondary research questions were addressed in the various chapters 
by means of establishing a clear and meaningful basis for their interpretation and use 
in the context of the study’s research objectives. The identified problems in this 
dissertation were addressed and analysed in four chapters. The following objectives 
were addressed in order to establish an unambiguous and meaningful basis for their 
interpretation and use in a context of the chapters in this study. 
 
 Objective one contextualised and outlined in chapter one, aimed to develop 
the methodological, conceptual, contextual, and theoretical frameworks that 
can be seen as the operationalisation of a generic, analytical framework to 
investigate the factors influencing effectiveness and efficient democratisation 
of public service delivery in South Africa. 
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 Objective two contextualised and outlined in chapter two, was aimed to 
conceptualise democratisation in general through the application of a 
documentary analysis and a literature study with regard to theoretical 
approaches and variables guiding policy decision-making processes of the 
government in the democratisation of public service delivery in South Africa.  
 Objective three was aimed at providing a conceptual explanation of 
democratisation through the application of a documentary analysis and a 
literature study of the legislative and policy framework within the 
democratisation of public service delivery in South Africa. The focus was on the 
explanation of the legitimate allocation of responsibility in government 
structures from all spheres in terms of the Constitution of South Africa, 1996.  
 Objective four interrogated the conceptual and contextual explanation of 
democratisation in the South African governance system through the 
application of documentary analysis and a literature study of contextual, 
legislative and theoretical underpinnings, to provide an understanding of factors 
influencing the democratisation of public service delivery as well as challenges 
involved.  
 Objective five contextualised and outlined in chapter five was meant to provide 
a synthesis of the research objectives and findings and make 
recommendations. The chapter concludes the research. 
5.2  Synthesis of the Study 
Chapter one mainly provided an overall overview of methodological, conceptual, 
contextual, and theoretical frameworks that can be seen as the operationalisation of a 
generic, analytical framework to investigate factors influencing the democratisation of 
public service delivery in South Africa. The background and rationale in chapter one 
(in section 1.2) explained that the need to undertake inquiry into the factors influencing 
the democratisation of public service delivery in South Africa is necessary, because 
the provision of democratised public service delivery ensures government 
commitment in serving its citizens and is also regarded as a means to address 
inequality and poverty. Chapter one demonstrated that the democratisation of public 
service delivery is a universal value that needs to prioritise the interest of the people. 
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The effectiveness of democratised public service delivery in South Africa was 
analysed through the lenses of variables influencing the democratisation of public 
service, which are good governance, Batho Pele principles, public administration, 
ethics, and professionalism. A detailed explanation of these four variables was 
provided in chapter two of this study. Chapter one emphasised that provision of public 
service delivery is imperative to address inequality and poverty caused by the 
apartheid system. Appropriate application of these variables is essential in 
strengthening government capacity to provide efficient and effective democratised 
public service delivery. 
 
In an attempt to explain the concepts of efficiency and effectiveness, chapter one has 
shown that the democratisation of public service delivery is about making decisions 
and performing actions in line with the Constitution of South Africa, 1996.The findings 
in chapter one findings reveals that South African government must recognise the 
need to provide accessible and transparent democratised public service delivery in 
order to achieve the objectives of a developmental state. The background explained 
in section 1.2 of chapter one highlighted what the democratisation of public service 
delivery entails, and also identified different characteristics of what it means to achieve 
effectiveness in the democratisation of public service delivery. In an attempt to 
describe this concept, democratisation is understood as a process where various 
political, social, and cultural groups play a role in defining the limits of public 
authorities, and broadening public participation platforms in the process of policy 
formulation and implementation; thereby protecting citizens’ rights and liberties 
(Salkind, n.d.). It has further been shown in chapter one that the concept of 
democratisation of public service has been shaped by different characteristics 
including maximum needs satisfaction, the importance that recipients of the services 
must be seen as the service provider’s priorities; that public servants need to be 
committed and work diligently; the value of rewarding public servants for innovations 
in order to promote efficient and effective public service; the importance of good 
relations between the public service and the community as clients of public institutions, 
and the need to adopt a culture of service orientation (explained in detail in section 4.3 
of chapter four).  
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More importantly, chapter one demonstrated that while the democratisation of public 
service delivery has been adopted and embraced across the world as a solution to 
socio-economic challenges, it has received little attention from the South African 
government since rural communities are still struggling to access basic services such 
as water and electricity. In highlighting the background and rationale of the study in 
chapter one, the research questions guiding the study were developed in section 1.3; 
the objectives of the study were also developed in section 1.4. Furthermore, all the 
factors discussed in the background and rationale section in chapter one, highlight 
and magnify the need to examine the factors that have affected the effectiveness of 
the democratisation of public service delivery in South Africa and the need to find out 
whether the democratisation of public service delivery has improved the lives of the 
people of South Africa as a whole.  
 
Chapter two focused on the second objectives of the study, which is to conceptualise 
democratisation, and to discuss the theoretical approaches to democratisation. 
Chapter two (section 2.2) commenced by analysing conceptual theoretical 
approaches that have shaped the democratisation of public service delivery in South 
Africa. Chapter two has shown that the government of South Africa has tried many 
theoretical approaches and strategies over the years such New Public Management 
(discussed in section 2.2.1 of chapter two), managerialism (discussed in section 2.2.2 
of chapter two), political (discussed in section 2.2.3 of chapter two) and legal 
(discussed in section 2.3.4 of chapter two), to deal with the multiple causes of poverty 
and inequality that have led to poor public service delivery since the introduction of 
democracy in 1994. But it was not successful until the introduction of managerialism 
that was seen as a perfect fit in support of good governance. Managerialism is an 
element of New Public Management that emerged after the combination of private 
sector business management principles to public sector through different forms of 
privatisation and the introduction of administrative principles such as contestability, 
transparency and focus on incentive structures. The good governance system was 
introduced because the government wanted a sustainable, concerted and coordinated 
participative governance approach to deal with many factors behind poor public 
service delivery in South Africa. It was clear that addressing challenges of poverty and 
inequality through the democratisation of public service delivery will require the 
engagement of many role players and actors ranging from public institutions, private 
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institutions and society structures, to local and international role players (chapter four). 
Chapter two provided a systematic theorisation focussing on a good governance 
system and its principles including rule of law, public participation, transparency, and 
accountability. This chapter further conceptualised main variables influencing the 
democratisation of public service delivery such as ethics in public administration, 
Batho Pele principles and professionalism to emphasise the significance of good 
governance as the core dimension of the democratisation of public service delivery in 
South Africa. The examination of theoretical approaches and conceptualisation of 
variables influencing the democratisation of public service delivery in South Africa and 
policy implementation strategies in chapter two suggests that the democratisation of 
public service delivery in South Africa would be considered to be effective only when 
public service delivery has become accessible to all people of South Africa, especially 
those that are vulnerable and poor, more specifically in rural areas. In attempting to 
explain the impact of democratised public service delivery in South Africa, the analysis 
in chapter two reveals a lack of public participation, which has limited government 
capacity to effectively implement good governance for improved public service 
delivery. Moreover, the government’s failure to enforce compliance in the stipulated 
legislations guiding democratised public service delivery has compromised good 
governance due lack of accountability.  
 
Moreover, chapter two highlighted the concept of a developmental state as a concept 
that presents the democratisation of public service delivery in South Africa. A 
developmental state should be aligned with the development agenda in order to 
achieve economic growth (discussed in section 2.3 of chapter two). It was shown in 
chapter two that the South African government can only achieve the objectives of a 
developmental state through proper allocation of resources aimed at addressing socio-
economic challenges such unemployment, inequality and poverty as indicated by 
Cloete (2018:4). Chapter two further shown that it is important for the government to 
improve the democratisation of public service by educating citizens on how the 
government runs its affairs and how they can contribute towards the development of 
the state. The open public tender system is a good example in this regard since people 
with capacity will be identified from the society and empowered economically for better 
lives and an improved standard of living. However, the country is failing to empower 
its citizens with information on how the state runs its affairs and people have become 
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spectators in their own country. Tenders are allocated to relatives and friends of 
politicians while poor people remain extremely poor. This has increased the gap 
between poor and rich people in South Africa. Rich people are becoming richer since 
they have access to information that leads to opportunities while poor people remain 
poor due to marginalisation. 
 
Chapter three achieved objective three of the study: To conceptualise statutory, 
regulatory and policy frameworks of the democratisation in the South African public 
service delivery context. The examination of the statutory, regulatory and policy 
frameworks that influence the effectiveness of the democratisation of public service 
delivery in South Africa (see section 3.2 of chapter three) demonstrated the 
relationship or interdependence between the democratisation of public service 
delivery in South Africa in accordance with Constitution of South Africa, 1996. To fulfil 
its constitutional mandate to its citizens, the South African government established 
institutions (from national to local level) for effective implementation of the 
democratisation of public service delivery in South Africa. In support of these 
institutions, the legislative frameworks such as Batho Pele principles and ethics in 
public administration were prescribed for improved standards of democratised public 
service delivery in South Africa. The analysis of the institutional framework with regard 
to allocation of responsibilities for the effective implementation of democratised public 
service delivery frameworks in South Africa (section 3.2.1.2 of chapter three), has 
shown that South Africa has very complicated institutional arrangements with many 
actors from public to privatised institutions. The democratisation of public service 
delivery in South Africa pertains to national, provincial and local levels. The institutional 
arrangement also acknowledges the critical role played by development partners 
(African Development Bank and World Bank) that promotes good governance and 
regards it as an important requirement to qualify for financial assistance by countries. 
This implies that South African policies must be shaped by both the Constitution and 
international conventions aimed at sustaining democratisation as a universal value. 
Most importantly, chapter three shows that ministers are representatives in Parliament 
entrusted with specific departments. It has been argued in this chapter that the main 
responsibility of these ministries is to coordinate the role played by government 
ministries and departments as well as state owned enterprises in the process of 
attempting to achieve various commitments for the democratisation of public service 
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delivery South Africa. The institutional arrangements in C\chapter three acknowledge 
the crucial role played by the Public Service Commission as the custodian of good 
governance in South Africa regardless of its challenge with regard to the centralisation 
of policy analysis and evaluation that delays the public service delivery process. 
Chapter three has shown that the role of chapter nine institution in South Africa is 
important despite challenges of political influence. The necessity of community 
participation in the annual budget process within local government demonstrates the 
intention of government to make the democratisation of public service a reality. 
Considering community as a central aspect of the annual budget process has shown 
that the democratisation is all about people and a legitimate democratic government 
must be given authority to be governed by the people.  
 
The findings in chapter three reveal that the government of South Africa’s institutional 
arrangements actors from national level, through to the provincial and local levels is 
too big and too complex to coordinate governance affairs or even to be able to hold 
anyone accountable if the need arises (failure to execute the mandates). Chapter three 
further reveals that large numbers of actors from national, provincial, and local level 
structures has complicated governance process. Politicians overlap their oversight 
role and conduct public administration roles with limited knowledge of public 
administration. Poor coordination and lack of proper political leadership from the top 
makes it difficult to coordinate various activities performed by some of the actors in 
different departments. Lack of institutional capacity to take informed policy decisions, 
provide strategic direction and enforce compliance has almost made it difficult to hold 
anyone accountable in overall democratisation of the public service delivery process. 
 
Chapter four achieved objective four of the study: To conceptualise and contextualise 
the explanation of democratisation in the South African governance system. Chapter 
four has identified factors influencing the democratisation of public service delivery in 
South Africa as well as challenges involved. These factors are important in the 
democratisation of public service delivery and they cannot be ignored by the South 
African government. The factors are policies (discussed in detail in 4.3.1 of chapter 
four), public administration principles (discussed in detail in section 4.3.2 of chapter 
four), service delivery improvement (discussed in detail in section 4.3.3 of chapter 
four), performance management (discussed in detail in section 4.3.4 of chapter four) 
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and citizens’ involvement (discussed in detail in section 4.3.5 of chapter four). Chapter 
four reveals that these factors are deliberate actions that need to be taken by the 
government for effective the democratisation of public service delivery.  
However, chapter four findings reveal that failure of the government to apply these 
factors has contributed towards ineffective democratisation of public service delivery. 
Although the government has implemented different approaches and values to 
facilitate the democratisation as explained in section 2.2 and section 2.4 of chapter 
two, service delivery improvement remains a challenge since provision of 
democratised public service delivery has diminished in municipalities across the 
country. Chapter four further reveals that municipalities are still struggling to appoint 
qualified personnel to conduct administrative duties. On the contrary, loyal party 
activists are assigned to fill administrative roles as explained in section 4.4.3 of chapter 
four. 
This has compromised the objective of the White paper on Transforming Public 
Service delivery that was published in the Government Gazette on 1 October 1997.  
Poor provision of public service delivery has been the case in other public institutions 
such as the Department of Health and the South African Police Service as explained 
in section 4.3.3 of chapter four. Public hospitals and clinics ran short of medical 
treatment while the South African Police Service brutalised society during their 
operations (PSC, 2009:12). 
Chapter four further identified challenges that hamper effective and efficient 
democratisation of public service delivery in South Africa. The following challenges 
were identified, namely lack of public participation (discussed in section 4.4.1 of 
chapter four), lack of accountability and transparency (discussed in section 4.4.2 of 
chapter four), corruption (discussed in section 4.4.3), poor human resource 
management (discussed in section 4.4.4 of chapter four) and maladministration 
(discussed in section 4.4.5 of chapter four). It has been argued in chapter four (4.4.3) 
that failure of the South African government to address corruption has been identified 
as a major detractor of development in the country. Lack of accountability has 
contributed towards high levels of corruption in the country, while lack of public 
participation has limited society’s ability to hold public officials accountable for 
maladministration and corruption (see section 4.4.1, 4.4.2 and 4.4.3 of chapter four). 
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Corruption has been experienced by the South African government from various public 
institution including state owned enterprises.  
Chapter four further reveals that corruption wastes public money by diverting it into the 
hands of politicians. There is a lack of accountability in the South African government 
because corrupt officials remain unpunished for offences committed while more 
money is spent on commissions of enquiry that produce ineffective results. Finally, it 
has been argued in chapter four that the failure of government to enforce compliance 
by public officials has contributed towards poor public service delivery in South Africa. 
Consequently, accountability and transparency has been compromised as core 
principles of good governance. Although good governance is regarded as the pillar of 
democratisation in South Africa, its effectiveness remains compromised by lack of 
capacity from the government of South Africa.  
5.3 Recommendations  
 
This section of study seeks to provide recommendations to the South African 
government that can be used to improve the success of the democratisation of public 
service delivery. Recommendations will also enhance the strategy that will address 
the communication gap between government officials and society from different 
communities in order to create platforms for participative governance. On the basis of 
the findings and the conclusions (discussed in different chapters, especially chapter 
four), the following recommendations are made: 
 
The findings in this minor-dissertation showed that the inability of the South African 
government to provide effective and efficient democratisation of public service delivery 
is caused by government’s lack of institutional capacity to implement and enforce 
compliance to legislative frameworks and public administration ethics. The inability of 
the democratic government to redress inequality and poverty inherited from apartheid 
has exposed the masses of the South African society, especially blacks, to extreme 
poverty. The government of South Africa must urgently address the inequality gap that 
exists between poor and rich people by strengthening institutional capacity for effective 
and efficient public service delivery. Access to basic service delivery such as water 
and electricity by the poor especially in rural communities is the key factor for the 
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success and effectiveness of the democratisation of public service delivery in South 
Africa.  
 
Lack of good governance leading to poor social, political, economic and public 
administration policies has often resulted in economic crises which makes it 
impossible for the South African citizens to access basic service delivery in their 
communities. It is important for the government of South Africa to improve on the 
implementation of good governance principles through proper allocation of resources 
in order to create a suitable environment for the economy to grow and afford South 
African citizens an opportunity to access democratised public service delivery from all 
three spheres of the government (national, provincial and local). 
 
The first factor discussed in chapter four, which is hampering the effectiveness of 
democratisation of public service delivery, is the challenge of lack of public 
participation in the South African governance system. There is a need for the South 
African government to improve facilitation of public participation platforms in the 
democratisation of public services in South Africa and involve citizens in the 
policy-making process. The analysis in this mini-dissertation has shown that the low 
level of education negatively affects the ability of citizens to express their needs or 
challenge government policies.  
 
Failure of government to broaden public participation platforms including educating 
society results in marginalisation of the poor communities since they have to depend 
on the government to decide on their behalf. As it is the case in South Africa, policy 
decisions taken without the participation of society become redundant and irrelevant. 
For example, RDP houses are allocated to people who are not in need and those who 
desperately need them are not provided with homes. Moreover, these houses are built 
in isolated areas which are dangerous for the communities to live in. The reason 
behind these misguided policies is that citizens are not afforded an opportunity to 
advise the government on how they would like to be serviced. Although consultative 
public gatherings such Imbizos are convened in different areas, citizens are unable to 
question the relevance of government policies due to lack of insight into the 
governance process.  
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There is a need for the South African government to expose citizens to the activities 
of the government authorities by engaging society in civic education aimed at 
improving the level of education in community schools and civic structures, especially 
in rural areas. There is a need to build partnerships and trust with citizens as one of 
the mechanisms that can be used to extend public participation platforms and 
strengthen the relationship between authorities in public administration and citizens in 
the democratisation of public service delivery in South Africa. For example, engaging 
non-Governmental organisations and religious communities in creating awareness of 
ethics and morality in policy making will improve public confidence in government and 
will lead them feeling entitled to question the decisions of the government. Although 
the government tends to ignore the role of these organisations, their involvement in 
public policy-making education will strengthen government’s capacity and maintain a 
long-lasting relationship with citizens.  
 
Improving administrative capacity in the democratisation of Public Service in 
South Africa: There is a need to improve capacity in terms of skilled human 
resources, finances and equipment to all the committees, ministries and other 
institutions who are responsible for the implementation public administration policies 
in the South African government. The analysis in section 4.4.4 of chapter four of the 
study has shown that due to over-centralisation of the decision-making system at 
service commissions, there is a serious delay in processing of personnel matters from 
a public service delivery point to public service commissions, for example, reporting of 
proposed policy issues and new strategic direction. 
 
The lengthy and multiple levels involved in processing and authorisation of 
administrative human resource management reports may cause a delay in addressing 
urgent matters that may affect operations of the organisation on a daily basis. The long 
process in conducting assessment of human resources has contributed towards a 
poor work culture, and a lack of discipline and professionalism in general. Beside 
centralisation of a decision-making system, additional challenges such as a weak 
performance management system, absence of competence-based training for public 
officials and politicisation of appointments to public service positions are involved. In 
order to achieve efficiency, public officials must be equipped with necessary 
administrative and leadership skills to conduct administration services. Improving 
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government administrative capacity depended most on the ability of the South African 
government to train public officials in various departments including human resource 
management and financial management according to their level of competence. 
Training officials will improve their level of competence and build confidence in 
providing feedback to the society.  
 
In this regard, human resource management and practices also matter a great deal. 
The soft aspects of human resource management, such as employee satisfaction and 
morale, are considered to be the most important drivers of performance in the 
democratisation of public service. In order to improve performance, the government 
should measure the capacity and capability of management as well as the employees.  
There is a need for the government to appoint competent managers with necessary 
skills for human resource management functions.  
 
“Qualified managers will adopt a suitable leadership style that will encourage public 
officials to exchange creative ideas and reflect on the confidence of management” 
(Uwizeyimana, 2016b). As mentioned earlier in this study (chapter two), there is need 
to change the management style in democratised public service delivery in order to 
adapt to commonly accepted good governance principles. “Training public managers 
in understanding diversity will help them to treat citizens with respect. As a result, 
citizens will trust government services and work hand in hand with the government 
when public officials consider their diverse ideas in the process of taking decisions 
that affect communities” (Uwizeyimana, 2020c).  
 
Improving the institutional capacity to fight corruption and maladministration in 
the democratisation of public service in South Africa: The analysis in this mini-
dissertation (section 4.4.5 of chapter four) has shown that maladministration and 
corruption remain the key issues derailing democratised public service delivery in 
South Africa (internet source:https://infrastructurenews.co.za). According to the former 
Deputy Public Protector, Adv. Kevin Malunga, during his address at the 3rd GovLaw 
Conference, maladministration delays the fulfilment of democratised public service 
delivery and compromises the government mandate in terms of the Constitution of 
South Africa, 1996. Maladministration in the democratisation of public service in South 
Africa has been viewed as a detrimental factor in redressing apartheid imbalances and 
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gender inequality (Malunga (2014:23). “Failure to follow normal tender procedures; 
complaints relating to the tender advertisements or documents; adjudication or 
consideration of tenders; cancellation of contracts and allegations of corruption, fraud 
or bribery, constitute maladministration in case of public procurement” (Cameron 
2004)  
 
On the other hand, corruption wastes public money by diverting it into the hands of 
corrupt politicians, businesses, and their agents. It perverts public policy decisions by 
buying decisions which suit the interests of the rich and powerful elite. Corruption 
steals wealth from countries and places it in tax havens for the benefit of corrupt 
officials. “The bigger problems concern corrupt networks of senior officials, politicians, 
and domestic and foreign businesses. Government contracts and privatisation are at 
the heart of these systems” (Rose-Ackerman, S., 1997). “Policies that favour 
privatisation also create conditions which are favourable to corruption, for example, 
Broad Based Economic Empowerment (BBEE) policy that regulates tender allocation 
process” (source:www.psiru.org). 
 
The effect of corruption in South Africa has seriously constrained the development of 
the national economy and has significantly inhibited good governance in the country 
(chapter two). South Africa's complex political design is a contributing factor to the rise 
of corruption, which has adversely affected stability and trust and which has damaged 
the ethos of democratic values and principles such as Batho Pele. “Although the South 
African government has been instrumental in mechanisms to fight the evils of 
corruption, practical problems have increasingly emerged over the years. An example 
of corruption in South Africa is petty corruption, which include bribes for public 
services. Another kind of corruption is when people are expected to pay bribes in order 
to get the service, they are entitled to from a public service employee” (Van Vuuren, 
2004:13). 
 
This implies that there is a need for the government to implement a comprehensive 
regulatory framework to ensure that the state procures goods and services in a 
manner that is fair, equitable, transparent, competitive and cost-effective (section 3.3 
of chapter three). There is a need for the government to enforce important laws to 
combat corruption such the Prevention and Combating of Corruption Activities Act of 
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2004. The Act will strengthen the corruption-fighting capacity of existing institutions 
dealing with corruption, for example, Corruption Watch.  
 
“This may also include improving coordination and integration of anti-corruption work 
across government networks. Civil servants and members of the public must be 
sufficiently informed about the Act and its importance. The government needs to Act 
against corruption by empowering institutions through developing a comprehensive 
implementation plan that will enforce compliance to ethical values in public sectors.) 
Government law enforcement agencies such as the National Prosecuting Authority, 
the Directorate for Priority Crime Investigation (DPCI) in the South Africa Police 
Service and the Special Investigations Units should be strengthened by appointing 
officials with strong moral values” (Blanc:2016 in Transparency International, 
2016:10).  
 
Improving the enforcement of internal anti-corruption controls within the state is 
necessary for the government in order to minimise the high level of corrupt activities, 
for example, by managing conflicts of interests better, improved screening of 
personnel, better performance evaluation and making procurement systems more 
transparent. These institutions should be allowed to work independently without 
political interferences or favours. Moreover, the African National Congress as a ruling 
party should be vocal and hold their members involved in corruption accountable. This 
will send a strong message to the rest of the country that South Africa does not tolerate 
corruption. In addition, it will stimulate investors to invest in South Africa since 
corruption will be eliminated (chapter four).   
 
Increase accountability and transparency in the democratisation of Public 
service in South Africa: Chapter Four of this minor-dissertation has shown that lack 
of accountability has influenced the level of corruption in the democratisation of public 
service in South Africa. Political office bearers influence the decisions and appoint 
their comrades regardless of their level of expertise. This assists them in pursuing 
corruption on different levels of governance including tender allocation and 
manipulation of the project management process. Tenders are allocated to fellow 
comrades in order to strengthen their self-interest partnership in the political agenda. 
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“The government’s solution to improve public service in South Africa is to improve 
transparency and open access to information to the public. This provides a basis for 
government accountability and raises the barriers against capricious, self-serving 
intervention. Without accurate and detailed information, it is difficult to assess 
organisation and board performance, set targets and allocate capital efficiently” (The 
Open Democracy Advice Centre, 2017:11). “Government departments, state-owned 
enterprises (SOEs) and other agencies need to make tender recipients’ information 
publicly available” (Tshivhase and Worku, 2010:11). 
 
“Payments to elected representatives, public servants, political parties and 
government departments by private companies and SOEs should also be made public 
as in the US, where an amendment to the Dodd-Frank Act compels oil, gas and mining 
companies listed on the American stock exchange to disclose details of payments to 
government” (Pooe, Mafini, and Makhubele, 2015:12). “The media, as a whistle blower 
and agenda setter, particularly investigative journalism. For example, a publication 
such as the Daily Maverick, should be given freedom to play its key role in exposing 
irregularities in government activities” (Democracy works, 2017:08). 
 
“There is a need for the government to encourage good relations with the media so 
that the media will be able to report good things that the government has achieved 
instead of reporting one-sided, bad stories. This will instil confidence in citizens and 
encourage them to follow public service delivery agendas and question the rationality 
of public policy formulation and implementation process. For example, society should 
be informed of government projects on their communities and they should participate 
in decision making with regard to advice in appointing community workers with the 
necessary skills. The media should be invited to each project implementation process 
to report the outcomes to the society” (Zaman, Bahadar, Kayani, and Arslan, 2018:09). 
 
5.4    Scope of future research 
 
The study could possibly be extended to embrace a detailed investigation in which the 
following area could be explored: The democratisation of Public Service delivery 
frameworks and strategies to effectively implement public policies aimed at improving 
the democratisation of public service delivery in South Africa. The nature of advanced 
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research would result in a better impact to improve the democratisation of public 
service delivery by enabling government to adopt informed policy decisions, capacity 
building and make use of alternative theoretical approaches and public service 
delivery frameworks as mechanisms for improving democratised public service 
delivery in the South African public sector context. *** 
 
5.5     Conclusion  
 
The failure or lack of public service delivery is a serious challenge and threat to the 
achievement of the vision of government as well as meeting the needs of citizens. This 
has brought confusion to South African communities who normally express their 
dissatisfaction by protest marches that lead to the destruction of public infrastructure. 
Challenges that negatively impact the provision of public service delivery in democratic 
South Africa include lack of citizens’ involvement, lack of accountability and 
transparency, corruption, poor human resource management and maladministration 
of state resources. This study outlined the theoretical approaches as well as variables 
guiding public service delivery in South Africa. Variables such as good governance 
principles, Batho Pele principles, professionalism and ethics in public administration 
are used by government departments as guidelines for effective public service 
delivery. This study used statutory, regulatory and policy frameworks as the main 
sources or reference that represent the Constitution of South Africa, 1996. This study 
was able to identify factors influencing the democratisation of public service delivery 
in South Africa. This chapter explored the main findings of the study and offered 
significant recommendations that can be considered by the various South African 
government spheres on national, provincial, and local level. The recommendations are 
aimed at improving the provision of democratised public service delivery in order to 
satisfy the needs of the society and close the inequality gap between first- and lower-
class citizens (rich and the poor). In order to enhance effective democratisation of 
public service delivery in South Africa, the study provided compliance measures that 
need to be enforced by the government. In order to strengthen government’s 
administrative capacity, this study provides that there must be a strategic public 
service planning and sound human resource policy that includes capacity building, 
employee motivation, change management, dealing with corruption and improving 
accountability. 
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